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CLEC COMMENTS IN SUPPORT OF 
POSITIONS ON OUTSTANDING ISSUES 

AT&T Communications of the Mountain States Inc. (“AT&T”), TeIeport Communi- i 
Group, Inc. and TCG Phoenix (collectively “TCC”), MCI WorldCorn fnc. j 

(“MCW‘‘), Sprint Comrnunicatiots Company, L.P. (“Sprint”), Cox Arizona Telcom, L.L.C. 1 
(‘%ox’’), e-spire, GST Met (AZ), Inc. (%ST”), NEXTLINK, and, Electric Lightwave, Inc. 1 

I 

i 20 (”Eti”) (cotfectivety “CLEC parties”) hereby submit the fallowing comments in support of 

2 1 their positions on outstanding issues. 

22 I. IMTROD’UCTION 

23 1 Since the Chief Arbitrator’s February 23, 1999 conference call with the parties, the 1 

24 CLEC parties and U S WEST have on several occasions confirmed agreements that have ! 

25 been previously reached and discussed the remaining oritstanding issues. The agreements 

26 I that have been reached are covered in a separate joint filing of the CLEC panies and U S 

I 

I 

t 



2 IiCLEC parties' positions on the remaining outstanding issues. 
i 3 \I(L 

s i  A. 

5 The CLEC parties and U S WEST have agreed that the service categories to be 

6 measured and reported should be those as identified in Exhibit A to the May 7, 1999 Joint 

7 Fihg of the parties in this proceeding. Additionally, the CLEC parties propose that the 

8 I service categories as identified in Exhibit B of the May 7, I999 Joint Filing of the parties 

OUTSTANDING ISSUES - CLEG PARTIES' POSITIONS 

Ila) - Wbat are the service categories to be measured? 

also be required. What follows is the CLEC parties' advocacy on \vhy the 

service categories should be included. 

1. Resoid ADSL, HDSL and xDSL Services 

These senrice categories were added to make it clear that t' S WEST \\as obligatec 

Telecommunications Act of 1996 to resell these types of services to requesting 

lecommunications carriers. The FCC has already ruled that U S WEST would have tr 

i 
i these types of services. Specifically, the FCC stated: 

Given our determination above that advanced services offered 
incumbent LECs are telecommunications services, by the 

:rain terms of the Act, incumbent LECs have the obligation to 
offer for resale, pursuant to section 251 (c)(4), all advanced 
services that they generally provide to subscribers who are not 
telecommunications carriers. 

30 I !  The FCC also explicitIy rejected a U S WEST argument that it was not obligated xo 1 
. *  : I  

11 I reset1 advanced services such as ADSL when it stated: 

+- We also reject U S WEST'S contention that it is not subject to 
section 251(c) for its of advanced services because 
such ~ervices are exchange services" nor 
"exchange access that i t  offers advanced 
services, U S WEST contends, it is not acting as a "local 24 

25 Before the FederaI Communications Commission, In the Matters of the Dephymwr of 
Wiveline Services wering Advanced Telecomnrtrnications Capability; CC Docket No. 9s- 147 er 
nl.; Released August 7,1998 ("Advanced Services Order"), 160. 

ll I 1  



i 

i 
i!l 

I I! service or exchange access.2 (footnotes omitted) f 

exchange carrier" or "incumbent local exchange carrier," and the 
obligations imposed by section 25 l(c) on incumbent focal 

Because we have determined 
that advanced services offered y incumbent LECs are tele hone 
exchange service or exchange access, we need not and l o  nor 
address the section 25 I(c) oblxgations of an incumbent local 
exchange carrier offering services other than telephone exchange 

' I( 
2 i t  exchange carriers do not appl . i 

;i 

! 
; 

-I -> 8 

1 :  

4 ;i 

5 ' ,  i 
! 

The addition of the three DSL type service categories are necessary to ensure that : 

7 liwhen U S WEST does provide DSL type services to resellers, that there is sufficient ' 
8 jjinformation available tu determine if i t  is providing those service in a nondiscriminatory 1 

? 

li ! 

1 
y ii manncr. I 1; 

10 1: 2. Resold DS3 Services 
I 1  

1; ' obligated to report performance results for any circuits with a bandwidth greater thm 1 ) S  

The additional service category of DS3 is necessary to recognize that resellers may resell C I 
S WEST circuits with bandwidths greater than DS3 (OC-12, OC-48, OC-96. etc.). N'hcn 

'that happens, it is necessary to have infomiation avaiIable to determine if C S iVEST IS 

f providing those services in a nondiscriminatory manner. 

i 3. Unbundled Transport 

i 

i 
I 

I 

t 

1 The CLEC parties and U S WEST have agreed that reporting of unbundled transport 

j infomiation is important. 

runbundled trmsport should be further reported at a lead of unbundled dedicated inrcroffice , 
! 
1 transport. The CLECs propose to hrther disaggresate the dedicated transport categones b) 

1 bandwidth. Disaggregation by bandtvidth is necessary to recognize the great differences rn ' 

There has also been agreement that performance results for 

1 
I 

24 //magnitude and importance between DSO, LIS1 and DS3 circuits. For example, one DS3 

25 ilcircuit contains the equivalent of 672 DSO circuits. Under ti S WEST'S proposal. missing 
I 
t 

26 ' Advanced Services Order, 1[ 44. 
t 
i 
f 
I 
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1 

2 

3 

4 4. Unbundled or UNE derived DSL Loops 

5 U S WEST has agreed to report data for unbundled loops only an analog and digital 

6 fbasis. It bas not agreed to provide data by ADSL, HDSL and xDSL service categories. This 

an installation commitment on a DSO circuit would carry the same weight as missing an 

installation commitment on a DS3 circuit. The additionat bandwidth specific dedicated 

transport service categories are necessary to account for the bandwidth differences. 

7 1 ,service category is necessary to ensure that U S WEST provisions loops with transmission 
S ri Itcharacteristics that permit CLECs to offer their customers the same types of ADSL. HDSL 

f 
4 land xDSL services that U S WEST provides to its customers. The reporting of infomiation 1 

10 

I 1  

I 

1 
i 
by this service category provides information that will permit a determination of whether 

U S WEST is providing advanced service capable loops on a nondiscriminatory basis. 

5. Enhanced Extended Loops (“EEL”) 

A network architecture that combines unbundled loops, multiplexing and dedicated 
l 3  j i  
14 linteroffice transport will permit CLECs to obtain circuits from their customers all the xvay : 

~ 

!, 

3ack to the CLECs’ switch. This access can be obtained without the time and expense of: 

requiring either virtual or phyhical collocation. With its own switch and this architecture. a ! 
1 : 

CLEC would quickly and efficiently be able to provide service to a larger number of  

customers than if collocation was required. The CLECs believe that the EEL senice 

category is necessary to ensure that CLECs receive these network elements in a tirnety and 

nondiscriminatory manner. 

6. UNE DS3 loop 

CLECs will use U S WEST loops to provide services to other than single line 

customers. Like with transport, gradations of bandwidth cawing capacity are necessary 10 

ensure that “applea-to-apples” coniparisons can be made. An unbundled loop carrying DS3 

levels of bandwidth will generally be more critical to CLECs than will a voice grade analog ; 

loop capable of sewing one customer. The CLEC parties are proposing this senice ‘ 

- 4 .  i 



category to ensure that U S WEST disaggregate the data into meaningful levels. 

7. Network Interface Device 

U S WEST has not agreed to separately report information on the nehvork interface 

device (“NID”) network element. U S WEST includes the NIT> as part of its unbundled 

loop reporting. CLECs providing local exchange services through cable facilities may 

require the NID from U S WEST- but may not require the unbundled loop as well. 

Therefore, its essential that U S WEST be required to report data for the NID networh 

element when CLECs are ordering NIDs without an accompanying loop from U S WEST. 

3 !INID performance information is required to determine if U S WEST is providing 

nondiscriminatory access to its NlDs. 
8. UNE Signding 

U S WEST has not agreed to a service category for tTNE signaling. There will be 

facilities-based CLECs that have their own switches but do not have their own signaling 

network. Some of those CLECs will need to obtain signaling from U S WEST as an 

unbundled network element. Requiring U S WEST to provide service quality infomation 

for the U?lE signaling service category will permit interesred parties to determine if U S 

1 7  11 WEST is meeting is nondiscrimination obligation with respect to signaling. Absent the ! 
I‘ 

addition of this service category, U S WEST has no obligation to report any infomation on 

the quality of the signaling unbundled network elernent(s) that it provides to CLECs. I 

9. UNE Platform (at21eest DSO loop + local switching + ! 
transport elements) E 

3? 

23 

21 

25 

Zh 

1 Based in part upon 47 C.F.R. 51.315(b) the Commission has already found that, i 
i ! “Rule 5 1.3 1 5(b) atlows a CLEC to order as combined those elements that an KEC currently : 

t 
Sprint will only support the addition of a service category for the LWE Platform if It 1s j 

~~ \ I  - 5 -  i 

I 
1 ordered by the Commission. 
Ii ii 
! I  



I 

2 !!form decision. 

3 Commission when it found: 

4 [i 

combines.'.J Tht recent Supreme Cotin decision supported the Commission's UNE plat- 

The Supreme Court reached virtuaily the same conclusion as this 

it is true that Rule 3I5(b) could allow entrants access to an 
entire preassernbled network. In the absence of Rule 315(b), 
however, incumbents couId impose wasteful costs on even those 
camers who re uested less than the whole network. It is well 
within the boun a s of the reasonable for the Corninissip to opt in 
favor of ensuring against an anticilmpetitive practice. 

I/ 
j l  
6 

7 

8 The Cornmission, the FCC and the Supreme Court have all agreed that netxvork 

9 elements that are already assembled (the W E  Platform) should be provided to a requesting 
! 

1 0  'tetrcommunications carrier in the assembled state. However, L' S WEST has refused to 

I :  
1 1 I i provide any information on the quality in which it provides and maintains the W E  platform 

A service category for the W E  platform is necessary to ensure that L; S \%'EST 

the relevant service quality information to determine if it is meeting its nondis- 

obtigations for the LWE platform. 

15 

16 

17 

18 

19 

20 

11 

22 

23 

24 

25 

26 

10. UNEPorts i 

aggregated level of reporting. U S WEST'S proposal fails to recognize the differences in the 1 
! 

various types of switch ports. An anaiog switch port will be used to serve a quite different 

type ofcustomer than will a DID capable switch port. 

I , 
U S WEST has only agreed to provide data for W E  switch ports at the most 

The CLEC parties have proposed service categories that recognize the different rypes 

of switch ports. The CLEC parties have proposed switch port reporting by *4na)og, BRI 

Capable (Line Side), PRI (trunk side) DID-capable (hunk side) and Message Trunk port. 

Reporting by this levd will provide a more reasonable disaggregation of the data and permit , 
I 

i 

i 
Before the Arizona Corporzition Commission; in the Mutter oftlre Petition of MClil.letro I 

Access Transmission Semices, Inc. For Arbitration of Interconnection Rates, Terms and Condiiioris 1 
Pimuant to 47 U.S.C. $252(b) of the Telecommunications Act of 1996; Docket No. U-3175-96-479 
et a]., Decision No. 60353, p. 7:27-28. 

4 

i 
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1 

2 

3 

4 

5 

6 

7 

S 

9 

IO 

1 1  

I2 

I3 

I ?  

more meaningfiil comparisons of CLEC and U S WEST performance results. 
I 

i 
B. 
The CLEC parties are advocating that the perfoimance measures shown in the 

Issue: 2f-d -What are the Derformance indicators to be reported? i 

Exhibit C of the May 7, 1999 Joint Filing of the parties in this proceeding should be 

reported. Additionally, the CLEC parties propose that the additional performance measures 

as identified in Attachment A to this filing should be included. 

I .  Average Interval OfferedP 

The “average offered interval” indicates whether both LT S WEST and CLEC hate 

the same scheduling opportunities for service delivery. U S WEST claims that both its rerail 

representative and CLECs should quote the same standard installation intervals to its 1 

customers. 

/providing the same installation commitments to CLECs as it is for similarly situated I; S i 
1 WEST customers. The measure also shows non-parity if the tr S WEST’s offered intemals 

I 

I i 

This measure will allow interested parties to determine if U S WEST is 

hatch  more closely the complction intervals for its customers than do the U S WEST’s . 
i 

15 !;offered and completion intervals for CLEC customers. CLECs need to honor their offered 1 
I i  i 

16 1 :  intervals to retain customers. Reporting of “average intewai offered information \vi11 allon 1 
interested parties to determine if CLECs and their customers are rxeiving i 

nondiscriminatory treatment in Lr S WEST’s assignment of due dates. 

1 I 

2. % Orders Receiving Jeopardy Notices’ 

This is a measure of-the percentage of total orders processed for \vhich U S N‘ES’i 

notifies the CLEC that the work will not be completed as committed on the origrnitl FOC‘ , 

23  

24 

25 

26 

f i  Tile FCC has tentatively concluded that IL.ECs shoufd report the percentage of orders gi\.en 
ii 
S L  ’ A T& T Corp. vs. lowa Utilities Boar-d, - U S .  -, 1 19 S. Ct. 72 1, 737-38 ( 1999) 

For a more detailed explanation of this measure, please see pages 27 - 29 of the t-m-rtl 
Competition Users Group (LCUG), Service Quality Measurements (SQhf), Version 7.0. ~ u y u s r  29. 
1998 (“LCUG SQM”). This document is attached it0 this letter as Attachment B. 

’ See LCIX SQM, pp. 31-35 for more detailed information on this measure 

- 7  



2 I stated: 
I I 

3 

4 

5 

6 

7 

S I  t 
9 t I  

This information will enable a competing carrier to determine 
whether a significantly higher percentage of-its orders are laced 

then: are man reasons why orders are placed in jeopardy, a 

discriminatory preference by an incumbent LEC to complete its 
own orders first. Additionally, a corn eting carrier should 

incumbent ie E fails to complete on time. A competing carrier 
can determine whether It is receivin this re uisite advance 

Notices to the 9: ercentage Due Dares Missed measurement. 

in jeopardy than an incumbent LEC's retail orders. Alt K ough 

higher jeopzrr B y rate for competing carriers might reflect a 

receive a eo ardy notice for each o P its orders that the 

notice by corn aring the Percentage o f Orders &en Jeopardy 

! 
1 

I f  U S WEST knows it will miss a due date that it committed to on a FOC, it is 
i 
lcritical that the CLEC be informed of this fact as soon as possible. This measure w-ill help 

12 

13 ,comparison to how well U S WEST does in informing its own customers. 

determine how well U S WEST does in informing CLECs of missed commitments ir 

14 

15 

16 

I7 

IS 

19 

20 

21 

77 -- 
23 

23 

25 

26 

i 3. Average Jeopardy Interval and Me% Jeopardy Interval for 
Maintenance and Trouble Handting I! 

Jeopardy Interval is the remaining time between the pre-existing committed order i 
? 

completion date and time (communicated via the FUC or as part of trouble reporting) and i 
i 

i the date and time U S WEST issues a notice to the CLEC indicating an order or repair is in 

\!jeopardy of missing the due date. The FCC has tentatively concluded that an ILEC should 
i; 

8 measure the average jwpardy notice interval." The Commission has also previously 

\concluded that U S WEST should measure Jeopardy Notice Interval,'' Despite consettsus i 

I 

f 

i * Performance Nieasllrements NPRM, 3 59. 
Performance Measurements NPRM, 7 63. 

lo See LCUG SQM, pp. 31-35 and 39-41 for more detailed information on these measures. 
Performance Measurements NPRM, g 59. l i  

i '* Before the Arizona Corporation Commission; In the Mutter of the Petition of Anieriruir t 
Comnrunicnrions Services, Inc. and Americoii Contmunicurions Services of Pima Coritrrj. hie for 
rlrbirratioii wi:h U S WEST Cmnmtcnicaiiorts. itrc. o j  htercomection Rores. Tenits, utid Condmotts ~ 

1 

I 
~ - 3 .  I 

1 



I 

i 1 on the iniportance of this measure by the Commission, the FCC and the industry, U S 

Z 11 WEST has refused to provide jeopardy notices to CLECs and to nieasure the perfomlance of 

3 i 1 its jeopardy notif’ication process. The CLEC parties urge the Chief Arbitrator to once again 

-t 11 make it clear that jeopardy notice measures are still required. 

’I 
i f  

4. Coordinated Conversion Interval LMeasures (Average 
Coordinated Conversion Interval, % ServiceJom from 
Eariy Cuts land % Service Loss from Late Cuts) I 

t 

result in customer out of service conditions or an inability of the customer to receive! 
i 
I 

incoming calls. CLEC customers that have experienced troubles as a result of number f 

10 \.portability problems will often cancel service with the CLEC and return to the I L K .  It is \ 
i 

1 I i I critical that measures be put in place that can identify how \vel1 U S WEST i s  implementing ’ 

Problems with coordination of number portability and unbundled loops all too often 

‘I 
11 
t 

I number portability conversions. 1 
, 

1 U S WEST has not committed to the development of any measures associated mtth 

I-% i.unbundlcd loop and permanent number portability coordination measures. The FCC has 1 
15 t 1 tentatively concluded *‘incumbent LECs should measure the Average Coordinated Customer 

I 

Conversion fntewal.”*‘ The FCC found that “This performance measure will assist in 1 
determining how long a customer switching to a competing carrier is without local exchange i 
service wheli the competing carrier utilizes the incumbent LEG’S loop in conjunction uith ’ 

its own switching equipment, to provide such ser~ice.”’~ The Coordinated Unbundled Loop 1 
Proiisioning and INP Order FuIfilIment measure was also contained as measure OP-6 in : 
Exhibit A of the March 26, 1998 Procedural Order and as OP measures of the ALTS list of 1 

I 

i 

1 2  1 ;  measures. Despite both industry and FCC on consensus on the need for unbundled loop and 

-. 

34 IPursita~t ro 47 U.S.C. j 252(b) of fhe ~ e ~ ~ c o ~ ~ ~ ~ i ~ ~ ~ i c ~ t i ~ ~ ~  Act of 1996.: Docket No. U-3021-90- 
445 ei al., Procedural Order; March 26, 1993; p. 8,  Measure OP-3. I 

’’ See LCUG SQM, pp. 35-37 for more detailed information on these measures. 
Performance Measurements NPRM, 1 61. 

I 5  Performance Measurements WRM, 4 6’1. 

j/ 
! 
I 

14 

// i 
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I 1  i 
interim number portability coordination measures, U S WEST still has no1 committed thar i t  1 
will provide such measures. The CLEC parties urge the Chief Arbitrator to once again 1 
make it clear that such measures are reqdired. i 

CLECs also would be willing to consider a measure simiIar one identified in a .  i 
i 

collaborative process in Texas between CLECs and ILECs. Thnt measure is "Percent of 1- 1 

f 
Reports for LNP in X days". This me.asure would be an alternative to the *% service Loss I 

I 
i 

t /  
7 I !  from late  Cuts" and would be used to identify various post-installation LNP problems. 

i 
L 

5. % of Time 10-digit trigger i s  applied prior to the LXP 
Order Due Date 

/i I! 10 I 
1 1 

There are times when an ILEC has not activated the number portability ten digit 

trigger in time for the scheduled number portability. If the unbundled loop has already been 

13 I /  !>converted to the CLEC, this .rviit result in an inability for customers to receive incoming 
!I 

I_;  /!calls. The proposed measure will identify the frequency that U S WEST applies the 10- 
r r  s i  

I .J ij digit tngger prior to the scheduled due date and will track the frequency of cusfomer senice 
t i  

1 j f/disruptiorls in LNP only conversions as well as LNP with unbundled loop coordinated 
!i 

i tt ' i conversions. 

1, . ' .  6. Percent Call Completion 

IS When customers place calls, they expect that their calls will go through. Likewise i 
19 1 customers also expect that other callers will be able to reach them without having their calls \ 
20 1 blocked. In order to ensure that CLEC customers do not experience greater blocking to and i 

I 
2 1 1 from their lines than PJ S WEST customers do, it is necessary to measure and compare call! 1 
22 

* .  

1 1  
i I 

1 

completion rates for both U S WEST and CLEC customers. 

The FCC has noted that, "data regarding the rate of call completion would be usefitl ! 
24 i ~ in assessing the quality of Call completion rates will provide valuable i 

z j  /;infomiation on exactly what a customer experiences when he or she attempts B call. i 

- 1- 3 :. . 
I !  
f 

i! 

- 10 



I 11 i :  

I i 
i 

3 7. Average D tabase Update Interval and YO Database Update r 

I {  

i . I  

iCompanson of cal1 completion rates for L‘ S WEST customers with the same rates for 

CLEC customers will help determine if U S WEST is providing equal quaiity 
i 

i 
interconnection. ! 

Accuracy. 3 
1 .  5 

6 

7 

S include the fine information database (“LIDB”). the directory listings database. the 

9 1 advanced intelligent network (“AIN”) database, the 800 number database. the E9  1 I 
iI I 

1 0  \ i  Automatic Location Identifier (“ALI’’) and any other database that would contain cusfonitr i i I 
1 1  infomation. Disparity in timely and accurate updates of the above databases can lead to i 

These two measures cover the timeliness and accuracy of the information ti S WEST I 

enters into its databases or databases under its control. The databases of interest \iould j 

I 
t 

I /  ! I ,  I 

i i stly and possibly “life and death” situations for CLEC customers. 

As such, the CLEC parties urge the Chief Arbitrator to require reporting of the 1 
atabase timeliness and accuracy measures. 

ill permit a determination of U S WEST’S compliance with its nondiscrirninatoq \ 
Performance results for these 

i 

! 

t 
i 8. Average Delay Days for NXX Loading and Testing 

U S WEST needs to program CLEC new NXXs into its end office and tandem 

switches before LERG effective dates. The programming of new NXXs should also include 

a testing process. There have been occasions where U S WEST has not programmed 

CLEC’s NXX into its switches in a timely manner. That has resulted in an inability of U S j 
i 

WEST customers being served by an end office switch without the proper NXX program to 

I 

call CLEC customers from the NXX in question. Late updates have also dehyed switch I , 
I 

launches for CLECs. NXX update errors also can result in a local call being incon-ectl) 

Performance Measurements pu’pfbtl, 7 10 I .  16 
1 ;  2 fJ 

I’ See LCUG SQM, pp. 63-64 for more detailed infomaxion on these measures 
i t  
j ;  

ii - I t .  



ated as a toll cat! or causing the routing of a 91 1 call to the wrong PSAP. It is critical the tr 

5 WEST have timely and accurate CLEC NXX updates in its switches. 

The proposed measure will track the time that U S WEST is late in programming 

CLEC WXXs into its end office and tandem switches. This measure was recently adopted 

by the Texas PUC as a means of monitoring the blocking a CLEC's market entry or 

expansion resulting from lLEC NXX update delays. 

9. MTTR NXX Loading Errors 

Once NU errors are reported as troubles, U S WEST needs to fix the problem as j 

soon as possible so that the CLEC customers can continue to receive calls from friends or i I 
i 

heir own customers after converting to the CLEC's service. This metric will show how 
i 

4uickly tr S WEST remedies this type of trouble report to minimize the chance of the CLEC i 
I 

3issatisfying and possibly losing the customer. 

10. Timeliness of Change Management Notice 

CLECs often are stalled in developing electronic interfaces or keeping them running 1 
smoothly because ItECs do not follow the requirements of change management notice 1 

agreements. To track compliarice with change management notice agreements, U S WEST 1 
should measure whether agreement notice intervals are followed for all types of change : 

notice: 1) Emergency, 2) Regulatory Requirements, 3) Industry Forum Agreements, 3 I 

i 

I 

ILEC Initiated and 5) CLEC Initiated. A submetric should be established to monitor 

whether Type 4 and Type 5 notices are being given equal treatment in terms of rejected 

requests and time of implementation. The NY Carrier-to-Camier collaborative is finalizing 1 
a Timely Change Management measurement as one of the critical metrics in its performance 

measurement and remedy plan for Bell Atlantic. 

I 

I 

11. Response Time on Right of Way Requests and Percent of 
Requests Denied for Space Reasons 

I 

The Telecommunications Act of 1996 requires ILECs to provide nondiscriminatory 

f 

- 1 2 -  



J 
i 

Lccess to poles, conduits and rights of way. The measure response time on right of way ’ 
*equests will assist interested parties in monitoring U S WEST’s compliance with this 

*eequirement. In addition, U S WEST should also report on how many requests are denied 

for lack of space. A high number of such rejections may warrant hrther investigation of 

whether space truly does not exist for the CLECs to use. 

I 

I t .  96 Orders Completed In Standard Intervat 

This measure is a compliment to a measure of U S WEST’s average intend offered 

performance. It will indicate how well U S WEST does in meeting it parity requirement for 

delivering service within the standard interval. As a result of information provided by U S 

WEST, when a CLEC advises its customers of an instaIlation due date based on the t’ S 

WEST standard interval, it should be able to deliver service just as dependably as U S 

WEST does within that interval. As part of discussions in Pennsylvania and Xew Jersey. 

Bell Atlantic has agreed to provide this measurement report and SBCPacifis Bell has 1 
agreed to do so in California as welt. i 

13. Notice of O S S  Outages 

Lr S WEST should meawre how quickly it notifies CLECs of OSS system outages. 

IBoth Bell Atlantic in PA and NJ and SBCFacific Bell in California have agreed to provide 

‘such notification within specified amounts of time so that CLECs are aware of the problem. 

can pursue workitrounds and not waste time investigating whether the problem is within 

their interface. 
I 
I 

This metric recognizes that from opening NXX codes to requesting new unbundled 
i 
1 
i 
‘network elements, the receipt of timely responses to bona fide requests are imponant to I 
ICLEC market entrq. U S WEST’S timely responses to such requests per commitments in 

Icontracts needs to be monitored through this performance measurement to ensure that U S i 

’ WEST promptly acts on CLEC bona fide requests. 

14. Timeliness of Response to Bona Fide Requests 

t 

I 

i 

- 13 



C. Issue 4 a l -  FOP what customer proupinys should data be renorted? I 1 \ I  1, 

z jj Please see response to Issue 7(a). 
I 

3 D. h u e  5 M  - What is the aroeess to be follotved for additional i 

j 

ii 1 

1: 

erformance indicators to 'be added to or deleted from the list 

Performance indicators can be added through the actions of the Commission or 

0 'through an amendment to the interconnection agreement. The Commission can of course. 

7 /[revisit its order in this docket on its own motion or through the complaint or request of ;1 1 

3 !sttrbl%hed bv agpement or arbitration? 

I j l  

t i 

8 1 1  party at any time to modify the list of performance measures. t 
I 

If the tist of performance measures is intended to be incorporated into * 1 '  
interconnection agreements, a party can attempt to modify the tist through an amendment. 

Should there be a dispute on a proposed amendment to the interconnection agreement. a i 
I party may exercise the dispute resolution provision in the interconnection agreement. 
I 

I E. Jssue Ea1 - What aierformance measurement results are aparo- 
griate in order to determine whether USWC has nrovided 
interconnection and access to, unbuiidled network elements to 
CLECs at a level of aualitv st least eauai to that which U S WEST 
provides the item to itself. its customers. i ts affiliates OF to anv other 
party. 

Inferconnection: U S WEST internal results for the availability, provisioning. ' 

marntenance, repair and operations of interoffice trunks (both dedicated and common I 

should be compared to the CLEC interconnection trunk results. 1 
I 

I 
Wnbundled Nemork Elements: U S WEST should report the following retail resufts 

2 1 1 as analogues far unbundled network element performance: 



1 

___i 
-i 

UNE Dedicated Transport (incl.DS1 and DS3) 1 HICAP i 

1 CEMREX 
1 DS1 /ISDN( PRI) 
1 PBXDID 

f UNE Pon-ISDf4 (,BRI) 
f UNE PO~~-DSI/ISDN-PRI ( ~ R C I .  DSI tine pon) 
!' UNE Port-PBX DID 

4 

1 UNE Platform I Analogous Retail Service -, 

This is probably the most important of the unresolved issues. The Chief Arbitrator's i 
I 

decision in this issue could very well determine if facilities-based local exchange i 
I 

competition is viable in Arizona. U S WEST must provide to requesting carriers 1 
interconnection "that is at Ieast equal in quality to that provided by [U S WEST] to itself or 

I I 

9 ilto any subsidiary, affiliate, or to any other party to which [t' S WEST] provides ' 

10 interconnection". 47 U.S.C. § 251(c)/Z)(C) (emphasis added). U S WEST is  also obligated i 

i 1 f i  to provide network elements such that "the quality of an unbundled net\vork element, as I 
17 //well as the quality of the access to such unbundled network element. that [L S WEST] 1 

13 //provides to a requesting telecommunications c a ~ e r  shall be at least equal in quality to that ' 

t 
I 

I 7  

1 .  i 

I 
I 

14 
! 

1 
16 

17 

2 (J 

21 

22 

23 

23 

25 

26 

which [U S WEST] provides to itself." 47 C.F.R. 4 5 1.3 1 l(b) (emphasis added). 

U S  WEST is willing to report results for the manner in which it provides 

interconnection and network elements to CLECs. However, to determine if CLECs are 

receiving interconnection and network elements "at least equal in quality to that which 

U S WES. provides to itself' U S WEST must also report on the level of interconnection 

and network element quality that it provides to itself. Unfortunately, U S WEST persists in 

its assertion that it provides neither interconnection nor unbundled network elements to 

itself. That assertion, coupled with the fact that U S WEST is not-presentfy providing ' 

interconnection or network elements to any of its affiliates or subsidiaries in Arizona. i 

would, by U S WEST's reckoning, leave the nondiscrimination standard as merely equal 

treatment between CLECs. 
i 

Acceptance of U S WEST's assertion that (1) it provides neither interconnection nor 1 
unbundled network elements to itself and (2) the corollary proposition that there is no * 

t 
I 

1 

* 15. 



/j 
i 

I 
comparable U S WEST internal standards that could be used to determine if the level o f ’  

quality that U S WEST provides to CLECs is equal to that which it provides to itself ~ o u l d  f 

provide U S WEST with license to discriminate against facilities-based CLECs with 

r 
I 1.impuniv. 

!’ 
3 1 :  Other LLECs have backed off of their position that there are no comparable internal 

6 ,‘or retail analogues for LXEs and interconnection. The abobe-proposed analogues u ere 

7 exactly the analogues that Pacific Bell agreed to in i9 service quality proceeding before the 

§ California Public Crilities Commission.” In that same proceeding, GTE also agreed to 

9 ;, xtatt analogues fiw USES. Additionally, Sprint’s incumbent local service d n  ision has 

10 1 f agreed to report information for similar retail analogues. 

- i, 

1 :  

t i  

I %  

t i  

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

26 

I The CI-EC parties view their LTNE and interconnection analogue proposal as a i I I reasonable solution to a major, unresolved issue. One that other large ILECs have ahead) f 

i ! 
[agreed to. As such, the CLEC parties urge the Chief Arbitrator to adopt the CLEC panies’ I 

(proposal for the performance data that L; S WEST should compare to CLEC CIXE and i 
f 1 

interconnection performance data. i -  Local Ntrtizber forrrrbi?in*: Cox also believes that U S WEST results for an I 
i 

8 

1 
ippropriate retail analogue should be compared to the actuai duration of the number porting 

I 
I 

i from U S WEST to a CLEC, assuming U S WEST begins porting the number at the agreed 

upon time for cutover of service from U S WEST to the CLEC. 

I ... ! 

, . .  

. . .  

j 8  Before the Public Utilities Commission of the State of California, Order Instituting 
Rulemaking on the Commission’s Own Motion In Monitoring Performance of Operations Suppun 
Systems, R. 97- 10-016, Joint Motion for Adoption of Partial Settlement Agreement Pursuant $0 
Article 13.5 of the Commission’s Rules of Practice and Procedure, January 7, 1999; Attachment A. 
p. 18 (“California Settlement Agreement”). A copy of this agreement can be seen in Attachment C 
to this letter. 
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3 I \  With the exception of Cox, the CLECs believe that a confidence level that leads to 1 
' !  t 

4 1: equal risk of Type I and Type If errors should be applied. A confidence level of 85% shoufd 1 
5 ].:produce roughfy equal probability of Type f and Type II errors. Cox does not favor a 

6 :'statistical approach. Rather, Cox supports performance levels thal are assessed on a dlrec.1 

3 /I comparison of all actual results. This will eliminate improper manipulation or interpretarton ' 

t 

It 

of statistical samples and the inevitable disputes over statistical issues. I 8 

9 i i  One of the choices that has to be made when using a statistical test is to decide at 

IO wbich statisticd level of confidence should the test be performed. Confidence levels are 

1 1  !:n;pically expressed as percents (Le., 894, 95% or 99Y'). The higher 'the confidence lc\eL 

i I  I 

!I 

the fo\vcr the probability of falsely concfuding that there is r3 s>sternatic drflkrcnct. in t n Q  ' 

13 'Ism of data when in fact the difference is due to random occurrence. The probabilit) of i 
14 ii falsely accusing U S WEST of discrimination when in facr there was no discr int inat ion ! 

15 ilwould be called a Type I error. 

16 if probability of Type I errors. 

17 

I 

Of course, U S WEST would like to min imize  the 
I 

However, a high confidence level greatly increases the probability of falsely ' ; 
concluding that there is no systematic difference in two sets of data when in fact there is. f 

The probability of falsely concluding that U S WEST was not discriminating when in fact Et i 
was would be called a Type I1 error. From the CLEC's perspective, the statistical test 

procedure should he designed so as to minimize the probability of Type I1 errors. 

i 

18 ij 
I 

19 

20 

21 

-- 7 ' )  

23 [and is being delivered to the CLEC. Type I1 errors are as real as Type I errors and may be 

24 ! more haimful to competition. As a resutt, there may be instances in which t' S WEST is not 

25 

26 

I 

I 
I 

Both types of errors are important in determining whether parity of access has been I 
8 

providing equal service to the CLEC, however, purely by chance, the statistical test fails to 1 
t 

detect this problem. In m y  event, it is necessary to strike a balance between Type t and I 1 
i 
i 
i 



1 

2 

3 is also true. 

- r \  Clearly, tJ S WEST has arbitrarily selected an error rate of 1% because it wants to 

5 reduce the risk that it will be falsely accused of providing discriminatory service to the 

6 (CLEC. Under U S WEST's proposal, although there is a smaller risk of a Type I error j 
I 

7 iloccurring (a smalier risk of declaring U S WEST to be out of parity when i t  is really in 

Type 11 errors. Because sample sizes cannot be controlled, if the Type I error rate selected 

in the statistical methodology is too small, the Type II error rate will be large. The converse 

t 

parity), there is an increased risk of a Type I1 error {not declaring U S WEST to be ow o f '  

parity when in fact it is). Thus, U S WEST's proposed statistical methodology 1s 

The only fair and rational basis for determining how tow the risk of false accusation 

should be is to equalize the risks borne by U S WEST and the CLEC of any enor counter to 

its interests. Fairness and the Telecommunications Act of 1996 require regulators develop a 

statistica1 test that treats ILECs and CLECs equally. 

I O  1 necessarily biased in its favor. 

I 

13 1, 
I 

16 !/approximately equal probabilities of Type I and Type I1 errors. As such, the CLEC parttes ' 

Statisticians have concluded that a confidence level of 85% ct:Ill produce 

i except Cox urge the Commission to require that the modified 2-statistic test be pertbmed at ' 
I 

1s iian 85% confidence level. This will produce fair treatment of both U S WEST and the ; 
i 

19 CLECs and produce a result that nearly equalizes the probability of Type I atid Type i I  i 

i 
i 

21 i 
G. Issue 12(a'5 -What remedial action andloor remedies should be taken 

if a statisticailv significant difference in results exists? 

With the exception of Cox, the CLECs believe that if a statistically significant 

22 

23 
b 

t 
i difference in results for a particular performance indicator occurs as determined by a failure 1 

of statistical test, that test failure would be an indication of the existence of discrimination. : 
When discrimination is statistically proven, self-executing enforcement mechanisms rn the 

1 
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1 

I 11 form of penalties or remedies are appropnate and necessary Cox d i ~ ~  not fa\ or  a sUtsstxSt! 

approach. Rather, Cos supports performance b d s  that are assessed on a dmza i o m p m ~ ) n  li 
statistical samples and the inevitable disputes over statistical tssues 

Remedial actions should certainly be laben 10 correct an) discnrninatoq 

performance. However, remedial action should not be a mandatuq precursor ttr ai! 

conclusion of discriminatory perfomance. That only &la>-s the process and sen t?i no para! 

y !: Once a statistical test indicates discnrninsroq prrfc~rmanct. wf~- t .  %ecutmg. 

[Afs parr of our ublic interesr inquiry, we wmtd %ant to 

enforcement mechanrsms that are outmaticalt~ 
by nmmmpiiance with the applicable pedomcznce 

standard without resort to lengthy regularq or judicial 
intervention. The absence of such enforcement mechanisms 
ioutd sipificantt y delay the development of locat exchange 
competitxm by forcing new entrants to engage in prowacted and 
contentious legat proceedings to enforce their contracmai afad 
statutory nghts to obtain necessary inputs from the incumbent 

inquire whether t R e BOC has agreed to pnvaac and sefi- 

L S WEST’S proposal would introduce just such delay as the FCC is trying 10 aioitl 

The CLEC parties recognize that CI S tt’EST should have the opportunity t o  appeal anj ’ 

penalty or remedy triggered by self-executing enforcement mechanisms and attempt to 

explain the discriminatory performance. However, that appeal should only occur after 3 : 
finding of discriminatory performance. Additionally, appeals should not be granted as a i 
result of a U S WEST “promise to do better next time”. if there is any regulatory burden to 

bear in the self-executing enforcement mechanism process, that burden should be carried 

i 
I 



7 

8 

9 

10 

11 

12 

I 3  

14 

15 

16 

17 

18 

19 

20 

11 

22 

23 

24 

25 

25 

rixnarily by U S WEST. Otherwise, U S WEST could stifle the developmeat of icrcd 

xchmge competition by forcing new entrants into protracted and contentious legal 

roceedings. 

i 
I 

HI 

Virtually all 4 &e peffonnance mesuremen% in the May 22, 1998 joint filing of the I 
1 

barties and the additioplal. measurements sdvocated by the CLECs have been developed by 1 
J S WEST long ago to support the operation of its business. As such, there should be 

iegiigibk costs required to track those meaeuremefits. 
I 

i I. i 

i 
I 

I 

See respns~ to 14 (a). To tihe extmt that &me are legitimate GOSB to develop new 

xrfomawx measures, those casts should not be remvered from CLECs. Apart from being 

P sound business practice that well-managed businesses routinely employ, performance 

nonitoring and repoTting of perfumance results benefits U S WEST. The performance 

resuIts wilt be critical information in deciding whether U S WEST is compliant with Its 

stattaary obiigatiam and whether it can provide in-region interLATA rietvices. 

chis infonrmstticm nay be more important to U S WEST than it is to CLECs. 

! 

I 
! 

As suth. i 
I 
1 

i 
! 

Sprint’s Socd service division was faced with the same types ~ f p e r f b t ~ ~ ~ ~ i ~ e  coscs 

and recognized that those costs should be considered a cost of doing business. : 

Cofisequentiy, Sprint’s local service Eras not attempted to recover huse mftaslamnent costs 

frm its (ZLEC customers. 

I 

i 
. . .  
. .. . 
. . .  

19 Arneritech Michigan Order, 9394. 
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Service Qblality Measurements 
Background 

Background: 
On August 5. 1996. the Federal Communications Commission released lis First Report and Order f.rhc 
Order) in CF Docket No. 96-98 (implementation of the Local Competition Provisions of the 
Telecommunications Act of 1996). The Order establishes regularions to implement the requirements of the 
Tel~eomrnunkatbns Act of 1995. Those regulations are intended IO enable potential competitive local 
exchange carriers (CLECs) to enter and compete in the local tehxommunications markets. One requirement 
found to be "absolutely nruessao" and "essentiay IO succedul entr) i s  chat the incumbent local exchange 
carriers (ILECs) provide ~ Q ~ ~ r ~ i ~ a ~ ~  access to their operations suppon systems (05Ss). Many 
wmarions of inkrim OSS GWfs (graphic user interfaces) md electronic gateways have been or are being 
offered by the ILECs. These interim systems have not provided the capability for the CLECs to provide the 
m c  customer experience for their customers as compared to %fiat the [LEG do for their cus?omers. The 
availability, timeliness and accurzlcy of infomation processed by the I L K  for pre.onlaing, ordering, 
prouisioning, maintenance and repair, unbundled elements, and bilEing have not, to date, been satisfxtory. 
Service &livery problems exist regardless of whether total service resale (TSR), unbundled efemwrts. or 

. intelrocnection are utilized. F h t  solutions for application-to-applicarton real time system interfaces itre 
ctusive because of the complexity, the diversity of commined implementation schddufes, and lack of or 
mc(pRsisren$ use of industry pidehnes. 

On Febtvsry 12. 1997, the Local Competition Users Group (LCUG) issued iur "Foundation For Local 
Cmpetirion. Operations Support Systems Requirements For Network PLatfom and Total Services Resale." 
The core principles contained in the document are: Service Parity. Performance Measurement. Electranic 
interface. Systems Integrity, Notification of Change, and Sundards Adherence. Each of these is  significant 
to ensure CLEC Wrnerj can receive at least equai levels of service compared to those the ILEC provides 
10 iu o m  customm. 

The LCUG goup indicated in its Foundation document that is was essential that a plan be dwefoped to 
measure the lGCs performaace hr  at1 the OSS categories (e.g. pre-ordering, orderlng and provisioning, ' 

maintenance rrnd =pair, ttetwark performance, unbundled elements, operator services and directoIy 
miat;mae, system ~~~~ Service center avaifability ax! biHing). To tslat sad, an LCW sub- 
CQ~WR~~CG was €om& \vi& a charter to address measurements and menlcs, The wbmmittee jointly 
developed a compfehensiw list offpotential measurements, which was shared among the team members for 
rerimv. Each committee member researched an assi&tert measurement p u p  for the purpose of proposrng 
consolidation and other modifrczuions. The subcommittee discussed each measurement and considered 
exisring regulatory requirements (minimum service standards) as well as g d  business pmc.,tiCes in arriving 
at the reeornmaded measurement and extent of detail to be reported. Service Quality Measuremmt (SQM) 
benchmark levels of periiomnce were stabtished to provide a itondiscriminaxion standml in ?he absence 
of directly comparative ILEC results. Establishing precise benchmark levels wwi difficult since iLEGs 
have been relucwt to share actiurl performance resub. The benchmarks, &erefore, were lrazed upon best 
of class performance and an assessment of the necessary performance to supporl a meaninghil oppMtuniry 
for CLECs to compete. SQM knchmarks may change if the tLECs share historic& andlor setf-report 
current remks. 

~ ~ S U ~ ~ ~ ~ t  Pbas: 
A measurement plan, capble of monitoring for discriminatory behavior, must incmpontte at least the 
folbwing charsteristics: 1) it pernits direct comparisons of ?he CLEC and CLEC idastry expt?ricnce to 
that of the lLEC ?hrough recognized statistical procedtlres; 2) it accounts for potential perfomtwce 
variations &e to difirtmes in seaice and activity mix; 3) it measures not only retail services but 
experiences with UNEs and OSS interfaces; rind 4) it produces results which demonstrate that 
nondiscriminatory a w e s  to OSS finctionaiity is being delivered across ail interfaces and a broad range of 

Background 
tCU6's Service Quaiity M ~ u r ~ ~ ~ ~ s  v7.0 

3 



Service Quality Measurements 
Background 

11 is essential (hat the CLECs be able to detemiine that the) itre receiving at least equal treatrnenf to that 
ItECJs provide to their o\\n retail operations or their locai service affiliates. Benchmarks (performance 
standards) that are either negotiated by the CtECs md ILF'cs. or ordered b? Coinmisstons. need 10 clearly 
demonsrrttc that nets senice providers are receiving service on reasonable terms that affords an eficient 
CLEC J meaningful oppominity to compete. 

This documenr dircusrrs mcawremcnrs ai both a summary febrl (Exectitire ObeniruI and at a kref 
suirabie for nartin~ the implemenmfion process (Euleasurement Detail). 

Bac kgrolrd 
LCUG's Service Quality Measurements v7.0 
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Service Quaiity Measurements 
Business Rules 

Business Rules 
Test for Parity and Compliance with thc Act: 
Xcrosr 311 reponing dimensions. performance resuits (rncm. proponion. or rate) should be collcctd for :he 
ILEX'S remi yersus 1% bolrjaie performance. Using a statistical model acceptable to CLECs. ihesr r e d t i  
should be compared to confirm or reject an assumption of parity (in performance resutts and variance) for 
each dimension.' These individual parity comparisons should result in a monrhly determination of the 
ILEC's compliance 1% rth its section 25 1 nondiscrimination obligations. The ILEC's record of complimce 
over some period of time \%ill be used a, one element in m3king a determination of compliance u ith sectton 
771.' 

lLEC Results Are Not Heparted O r  Results Are Incomplete: 
The R~~XII.  proportion or rate result for CLEC must be compared and a deferinination made that the 
CLEC result is no \+orse than the benchmark perfonnance level. The benchmark performance level to 
be used In the comparison is the result produced via special study by an lLEC (as described below) or. 
in the absence of such a study result, either the LCUG default performance benchmarks or other 
applicabie state srandards as may be determined by the appropriate regulatory asency. 

Benchmarking Study Requirements: 
The lLEC should produce a study supporting a benchmaik performance level whenever a reasonable 
ILCC retail analog does not exist. When the ILEC performs a benchmarking study, it must be based 
upon equivalent experiences of that ILEC and conform to the following minimm requirements: ( 1 )  a 
bcnchmarh result is provided for each reporting dimension described for the measurement; (3 )  the 
mean. standard enor. and number of sample points are disclosed for each benchmark result; (3) the 
study process and benchmark are fully disclosed and independently audited: (4) updace to the 
knchmark result wifl occur whenever changes may reasonably be expected to affect the study results 
and reviewed e w y  six months for changes in the business climate that could significantly affect the 
benchmark. Unless directly ordered by l e  appropriate regulatory commission. no I L K  benchmark 
SIIOUI! be utilized without the mutkal agreement ofthe CI.ECs impacted by the use of the benchmark 

Reporting Expectations and Report Format: 
CLEC results for the report month are to be shown in comparison to the ILEC rnail result far the same 
period with an indication. fix each measureznent, where the CLEC result is lesser in quality compared to 
the fLEC (based upon the test for parity described in the preceding). Such detailed results should be 
reponed only fo the CLEC unless written permission is provided to do otherwise. Furthermore, reporting 
to the individual CLECs should include, for each measure, a representation of the dispersion arwnd the 
average (mean) of the measured resutts for the reporting period (e.g. percent of f-3 lines installed in the 1%' 
day, 2" day. 3rd dayy, and > 10 days, etc.) In summary, the ILEC should also report separately on its 
performance for each reporting dimension as provided to: ( I )  its own retail customers, (2) any of its 
affiliates that provide local service, (3) competing carriers (CLECs) in the aggregate, and (4) the individual 
CLEC receiving the report. The "affiliate" category above includes any tLEC affiliate that purchases local 
service for resale or purchases unbundled nenvork elements from the ILEC. Performance results of the 
lLEC and tLEC affiliates would be provided to CLECs as proprietary information that coutd be used for 
legitimate business purposes other than marketing-type activities. 

Delivery of Reports and Data: 
Reports should be made available to CLECs preferabIy by the 5" day following &e dose of the 
caiendar report month or on an alternative schedule, which may be mutually agreed to between 

- 
' The detaik of this statistical model used to accept or reject an assumption of parity are found in LCUG's 
"Statistical Tests For Local Service Parity v l . 0  white paper. ' The details of the methodology utilized to make 8 monthly 251 compliance determination as well as the 
requirements for 271 compliance are found in LCCIG's "1-oca1 Service Non-Discrimination Compliance 
and Compliance Enforcement v I .o" white paper. 

Business Rules 
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5 



ice Quality ~~~~~~~~~~ 

Business Rules 
CLEO and the ILEC. if request& by the CLEC. data files @f fa# data supporting rhs 
perfi3nnanc : repons are to be transmitted by the lLEC tr, the CLEC on the 5th scheduled business 
day pursuant 10 mutually acceptable format, protocol and transmission media. Likewise. 
individual CLEC repom should be considered proprietary and compexitivety sensitive. As such, 
no CLEC should receive information about another CLEC [other than a CLEC afiliate of an 
ILEC). 

Disaggregation: 
Performance measurements repaning should be disagppted to ensure parity comparisons are 
rneanbgfbl. The reporting dimensions in Appendix A provide tCUG's recommended 
disztggregation level for each Performance Measurement. The appropriate &%aggregation across 
all lLECs should be comparable eo the requirements in Appendix A. However. LCUG recognizes 
that rhe JLECs c u m t  method of operation may be unique and thus ~ ~ u i t e  modifying the 
disaggregation to be ILEC specific. The mutually agreed disaggregation must be consisrent *trh 
the overail requirement of mw-ing meaningfial parity comparisons that do not obscure actual 
perfurmanee res& differences 

Meavurement dwi shouEd be reponed in a manner consistent with riaturd geographic and 
opecational meas that ariw prudent operational managment dccidans to be mde and that do not 
obscure 'actuat performance levels. Currently, ILECs report at levels as discrete as individual 
exchanges (Central Offices) and as aggregated as the lLEC Region. 

Reporzing at too high a ievef of geographic aggregation, for example, statewide (except for a LEC 
&a may serve only B limited portion of I) state) or LATA-wide (in w s  where LATAs 
encompass large g#,eraphic areas) can mask undertying differences in perfsmiance lil) as to make 
rn+i?i%singfiri parity determinations unlikely. For example. if local competition exists only in one 
metropdltan area of a state, statewide measuremem aad reponing could abscurt: thar an IZEC is 
providing significdy superior performance to its own metrqwiitan retail customers because of 
its beiow-average performance in non-competitive parts of L e  stafe. 

A&ough an lLEC may eiaim that it cannot disaggregate below staewidezATA reporhg tevels. 
it knows its performance in variaus regions within a st&e so that it can evaluae its operation and 
@ m m e  pemonnel, and a ~ ~ d u n  of ~esotlrces withim these smaller geogmpbir: wits- 

lLECs that cumefttiy report {whether extmsfiy or hwmaify) performace in geographic units 
smafler thm a state a- LATA should canthue to use tfrose units. For ILECS that liave not 
est&Iished such Mivisions. FvISAs (metropolitan stazhical areas) may be an appmpriase level 
of geographic dkag$regatian. 

. 

Fu&er, performance interval results are often affected by the vdurne of service requested by the 
GL€C. For inmace, a request for 30 or mare tetephone numbers or an order for 100 fines wig1 
tikdy had to a bger pm%ormance interval -than a request for a single phone number or a single 
lis WNation. Heme, it is critical that htewal-affecting \rolumes tme reported separately to 
acnnageiy depict ILEC perfbrmance in handkg both the smaller and 1-r voiume mqiests. TIIC 
votume threshoMs shouid be mumally agreed to by JLECs a d  CLECs and di d 
sufficiency to a l h  a meaningfir1 comparison of an u;Ec's retaif versus whoksate p w f i m c e  
(e.$. Mean Completion Interval For 1-10 lines, 10-30 lhes and greater than 30 tines). 

. 

V~~~~~ rantrf AudMg: 

By rqwst of we or more GLECs, an audit af data esllectbg wrnphg and reporting pmams-a well 
as related business peesses-must b? pemtittf!d by &e ILEX. The ILEC also must permit an individuai 
CLEC to a d i t  or examine its own re9ulrs pursuant to mms ria more resrrictivil th& those tsrablihed 
between the CLEC and r t w  iLEC in their interconnection a ~ ~ ~ ~ t  for tire relevant opefaring am. 
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Service Quality Measurements 
E st'c 11 t i j. t' O v  t'rv i e ii. 

Ordering and Provisioning (OB) 

at that time and \rill be disj3t\~fied if the requested senice or feature is not delivered uhen proniiscd 
The "aver.age conipietion interbar metric monitors the time required h> rhr ILEC IO delrLcr intsgrated 
and oper3ble sertice compontnts requested by 3 CLEC, r q a r l l l r ~ ~  of n h e h r  1o1a1 E C ~ I C ~  r c d z  o r  
unbundfrd nrosork elements ire en:plo> rid 
%hen the ser-ice deliver) interval of the lLEC is measured for comparable s c ~ l i ~ s .  then conclusion 
can be drawn regarding whether or not CLECs have a reasonable opponunit: to compere for 
customers. 
The '-a\eraye completion intcrbal" and "percent completed on time" also ma) pro\e ujefui i n  dercctmg 
de\ eloping nr~u orA capaiit! problems. 
Thc'-averqe offered intcnal" shows whether the lLEC offers less favorable tirncframe:i for 
completions to CLECr than to itself or affiliates. This measure also can be compared to the "mean 
cornplrrion intrrvaf' to note disparities in timeframes CLEO are offered bur are later changed by the 
ILEC. 

Abcrage Offered Interval 
O b  Orders Completed on Time 0 ServiceType 

e Order Activit! Type 

fl Customers expect that their service provider will deliver precisely the service ordered and all the 
features specified 
The '-order accuracy" measurement monitors the accuracy of the probls3oniny r w r k  prrtormed b\ the 
I T  EC in response to CLEC orders. 
Measuring the percent of mechanized order fiou through IS critical to reducing errors and inetlictmc! 
mused by 1L.EC rekeying CLEC orders on behalf of customers. 
Measurements of order rejections and resubmissions can highiight problems with ILEC ;>>teras or 

0 

O b  Order Accuracy Company 
0 "e Mechanbed Order Flow Through Interface Type 
0 o Order Rejections ServiceType 
0 Aterage Submissions Per Order Order Activity Type 

0 Volume Categor? 

Ordering and Pro%isioning (OP) 
LCUG's Service Quality Measurements v7.0 
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Service Quality Measurements 
Executive Overview 

. .  
regarding the progress on t h n r  orders 
%%en changes must be made. such as to the expected delivery date, customers expect that they will be 
immediately notified so that ;hey may modify their own plans. 
The order sfatus measurements. \\hen compared so the ILEC result, will indicate tshether the CLEC' 
has timei) access to d l  rhe information needed to notify its customers promptly when changes and 

* 

0 FOC lnterva4 0 Jnterface T) pe 

* Completion Notice lntmal Order Activity - e-, Completions ACtU'q.XS Without Notice or Geographic scope 

Jeopardy interval Sen.1cr T4pe 

With Nonce Less Thsn 24 Hours 

Customers h s e  suffered loss of dialtone due io the early cutover of trunks with interim number 
ponabiIity. Late fLNP facilities conversions and PNP conversions of translations by 1LECs also can 
cause unscheduled disruptions in service. 
The "coordinated cutover" measurements capture the extent to which CLEC customers face more 0 

YO Service Loss fiom Early Cuts 0 ServiceTypes 
0 YO Service Loss from Late Cuts 

0 There must k assurances that t at CLEC orders are held. due to a delayed 

e 
0 

*A Orders Held 1 90 Days 
*/o Orders Herd 2 15 Days (no facilities, no equipment, 

Ordering and Provisioning (OP) 
f C'UG's Service Quality Measurements v7.0 
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Service Quality Measurements 
Exec1itik.e 0ser.r-iew 

3laintenaocc and Repair (MR) 

* 

Customers e lpea prompt rrsroral of serbicr IO fhr normal operating parameters whenever troubles are 
detected. 
The longer the time required to correct a service probfrm. the greater Ihe customer dissatisfaction 
Failure to pro\ idg parity in jeopardy notices repding  maintenance appoinrments can cduw cudcfniers 
great incon\enrence, particularl> for deli\ep of sen ice through coltocationr and UNEs %then massice 
coordinmon of imdors. teshnicims. rranslarions spccidists and other technicians are inkolvtd 
Customers ~ 1 1 1  not tolerate a proi:der that cannot ai least notify them uhen a mamtenance or trouble 

Average Jeopard) Sotice lntervaf for ServiceTjpe 
Maintenance AppointmentvTTrouble Handling Trouble Tlpe 

GeoeraDhic Scour 

are compe:ttively disadvantaged (vis-a-bis the ILEC) as a result of experiencing more frequent 
occurrences of customer croublrs not being resolied on the first repair attempt. Differences in this 
measure may indicate that the CL€C is receitimg inferior maintenance support in the initial resolution 
of troubies or. in the alternative. it may indtcare that the nework components suppikd are of inferior 



- . .  .~ . . .. , .. -- . ^ - .  . " "  
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Service Quality Measurements 
E sec u t i ve Oc'erv i ew 

competitwely disadvantaged, compared to ILECs, as a result ofeuperienctng more frequent rncidenrs 
of trouble reports. 
Dtsparitj m this measure ma) indicate differences in the undsrt?inp quality of the net\+orA components 
supplied 

Yroubte Rate 
% Troubles in 30 Days of New installations Geographic Scope 
and mer  Order Activitv 

e ILEC and CLEC and then compared, it can be used to establish 
able (as compared IO the ILEC operations) estimates of the time 

Estimate * ServiceType 
TroubteType 
Gcocraohic Scone 



Service Quality Measurements 
Executive Overview 

General (GE) 

This measure monitors whether such OSS Functionality is at least as accessible by the CLEC as by the 
ILEC. 

support by the ILEC is required in order to msure that CLEC customers are oat adversely impacted 
Any delay in responding to CLU: center requests for suppon (e.g., request for a vanity telephone 
number) wiif, in turn, advem1y impact tbe CLEC retail customer who may be bidding on-line with the 
CLEC customer service agent. 
This measure monitors whether the ILEC's handling; of support catls from CLEO is at feast as 
responsive as the ILEC's hadling of cdis tkom it5 retail customers seeking assistance tea.. d i n g  the 

defivety intetvais, telephone &mbei(s) to be assigned and the vhidity of &e street addre& 
information white the custiamer for pcztentkl customer) is on the fine. 
It is critical that the CLEC employees be perceived as equally competent. knowiedgeabie and fast as 
ILEC custcamer service agents. 
This measure is designed to monitor the time required for CLECs to obtain the ipresnlering 
infomation necessary to establish and mdify service and maintenance information neceSSary to 
handk trouble resolution activities. 
Comparison so the [LEG results albw conclusions regarding whether CLECs have an qual 
oppomurity to deliver B comparable eustomer stmice experience when a retail customer calls with a 

0 

. -  I 0 interface Type foe Each Functional Area PI 

General (GE) 
LCUG's Service Quality Measurements v7.Q 
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Service Quality Measurements 
Executive Overview 

1 % Usage Accuracy 



Service Quality Measurements 
Exectit iw Overview 

Operator SertiiceslDirectory Assistance (s: Listings (OS, DA & DL) 

$peed To Answer 

The speed of anwer delirered to CLEC retail customers. when the ILEC provides Operator Services 
or Diiectory Services on behalf of the CLEC. niust he no slower r i m  the speed of answer that the 
ILEC delivers to its own retail customers nf'equi~alrnt local services. 
CLECs need adequate time to review the accuracy of directory listings before publication. The 
opportunity to check for errors should be available at pa:ity with that afforded the 1LEC or its affiliates 
regardless of whether manual or electronic interfaces are available. 

rn Mean Time to Answer 
Average Time Provided To Proof Updated * Operator Services by Center 
Listings Prior to Publication Directory Service by Center 

r is to be CLEC- 

Operator ServtcedDireclory & Listings (OS, DA and DL) 
LCUG's Service Quality Measurements v7.0 
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Service Quality Measurements 
Executive Overview 

Network Performance (NP) 
"g 

Newark Perfomlance (NP) 16 
LCUG's StrvicG Qwliry Measurements v7.0 



Service Quality Measurements 
Executive Overview 

Collocation Provisioning (CP) 

Timeb responses abut the availability and price of collocation space or alternatives where space is 
not available or high priced is crititA for CLEC financial planning on expansions beyond the calIing 
areas of its switches. 

Collocation Provisioning (CP) 
LCUG’s Service Quality Measurements v7.0 
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Service Quality Measurements 
Executive Overview 

Database Updates (DU) 

at correct locations when they dial 91 I ;  customers and friends obtaininp correct diafini information 
from operators or telephone directories; and callers seeking correct in formar ion about acceptance ot 
collect os third-party-biiled calls. 
Timely and accurate loadrng of CLECs' NXXs enable proper completion and billing of all calls. on- 
rime Iaunch of new facilities-based service, and proper emergency routing of calls for emergency 
assistance. 

* 



Service Quality Measurements 
E sc'c u t i v t" C) \gcrv i e vi 

interconnect I Unbundled Elements and Combos (I l IE) 

Because CI.F.Cs use inJivduai eirtnents as ueli as rlenren: combinations to deliver unique serbicss. 11 
i s  essenfid that the 1;NE functionalit). operate properly due to the crucial rote played by such elements 

cinent combinations. that do not have an 
nrngful opportunit! 10 compete through acces 

1 Performance of Network Elements il 

ell as element combinations) to deliver unique services, it is  
ates in a timel) manner because of the crucial role ptajed b> 

1nterconnectton:L;nbundled Elenients and Conibos (IUE) 
LCUG's Service Qualit) Measurements v7.0 



Service Quality Measurements 
Formtila Quick Reference 

Formula Quick Reference Guide 

1 n terval 

%O Orders Cornpieted on 

Date & Time) - (Order Submission Date & Time)) 
/(Count of Orders Completed in Reporting Perkodd) 
O O  Orders Completed on Time r- {Count of Orders 
Coniplrted within 1LEC Committed Due Date) .I 
(Count of Orders Completed in Reporting Period) s 
100 
Average Offered interval = E [(Committed Due Date 
& Time) - (Date & Time of Receipt of valid Service 

Time 

Average Offered Interval 

I I Request) JKNumber of Commined'Due Dates) 
OP-4 f % Order Arturary 1 n.b Order Accuracy = (Z Orders Completed wio 

OP-5 

OP-6 

- 
OP-7 

OP-8 

] Error); (X Orders Completed) x I00 
1 O/O Mechanized Order Flow Through = [(Total % iMechanircd Order Flaw 

Through Number of Orders Processed Without Manual 
Intervention)/(Totat Number of Orders Completed)] 
x 100 
9 ;  Orders Rejected = [Number of Orders Rejected 
Due to Error or 0rnission;'"Nmber of Orders 
Received by ILEC During Reporting Period1 x IO0 
Averase Submissions Per Order = E[(Numbet of 
Firm Order Confirmations) + (Number of Rejections 
Issued)'(Numher of Firm Order Confirmations 
Reject Interval = X [(Date and Time of Order 
Rejection) - (Date and Time of Order Receipt or 
Acknowledgment)]/@kmber of Orders Rejected in 

O/O Orders Rejected 

Average Submissions Per 
Order 

Reject Interval 

I I Reporting Period) 
OB-9 1 FOClntervaI 1 FOC lnterval = X [(Date and Time of Firm Order 

- 
OP-lo 

Confirmation) - (Dare and Time of Order 
A c h w  lrdgrnent)~:(lriumbtr of  Orders Confirmed in 
Reporting Period) 
Jeopardy interval = E [(Date and Time of Committed 
Due Date for the Order) - (Date and Time of 
Jeopardy Notice)]i("umber of Orders Jeopardized in 
Reporting Period). For all orders jeopardized on or 

Jeopardy Interval 

I before the scheduled due date. 
Completion Notice Interval = X [(Date and Time of 
Notice of Completion Issued to the CLEC) - (Date 
and Time of Work Completion by ILEC)]/(Nurnber 
of Orders Comoleted in Renortine Period\ 

OP-11 Completion Notice Interval 

without-Notice or with Less 
Than 24 Hours Notice. 

Less Than 24 Hours Notice = [Completion 
Dispatches (Successful and Unsuccessful) With No 
FOC or FOC Received Within 24 Hours of Due 
DateIAlf Comdetions 1 x 100 

Formu!a Quick Reference 
LCUCi's Service Quality Measuren.ents v7  .O 
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Service Quality Measurements 
Formula Quick Reference 

(Number of Orders Confirmed in 

version Where Cutover Time Is More Than SO 

Formula Quick Reference 
LCUG’s Service Qualiry hleasurenients v7.0 



Service Quality Measurements 
Formula Ouick Reference - 

30 Daqs of Install and Other 
of Instalt and Other Orde; 
.Activity 

Order Activity = (Toral Number of Trouble Tickets 
Associated With Lines That Had Senice Order 
Actibity Within 30 Dais r>f the Trouble 
Report)i(Total Number of Orders Completed in the 

9L Customer Troubles Resolved Wirhin Estimate = 
(Count of Custonier Troubles Resolved By The 
Quoted Resolution Time and Date) : (Count of 
Customer Troubles Tickets Closed) x 100 

i Krpon Period 
VO Customer Troubles 
Resotvcd Within Estimate 

C-IR-S 

Available to CLECs During Repon Period) I 
RIumber of H o u n  Functionality was Scheduled to be I Available During the Period)] 

I Mean Time to -4nswer Calls 1 Mean Time to Answer Calls = Z [(Date and Time of 
lix) I 

G E-2 
Call Ans\\er) - (Date and Time of Call 
Receipt)J/(Total Calls Anmered by Center) 
Cali Abandonment Rare = (Count of Calls 
Terminated Before Ansuer During the Reporting 
Penod)'(Count of AI1 Calls Placed in Queue During 
the Reportrng Period) 
Average Response Intenal = F' [ [Quew Response 
Date 9, Time) - (Quer, Submission Date & Tune) J 
/(Number of Queries Submitted in Reporting Period 

&E-3 Call Abandonment Rate 

GE-I Aterage Response Interval 

Recorded Usage Records {T[(Data Set Transmission Date)-f&e of Message 
Recording))JI(Count of A I1 Messages Transmitted in 
Reporting Period) 
Mean Time fo Deliver Invoices = C[(Invoice 
Transmission Date)-(Date of Scheduled Biil Cycle: 
CIose)]i( Count of Invoices Transmitted in Reporting 

BI-2 Mean Time to Reliver 
Invoices 

I. 
BI-3 % invoice Accuracy i 

I 

Period) 
Oh Invoice Accuracy = [(Number of Invoices 
Delivered in the Reporting Period rhat Have 
Complete Information, Reflect Accurate 
Calculations and are Properly Fonnatted) 1 Total 
Number of Invoices issued in the Reporting Period)] 
x 100 

I I 

BI-4 *h Usage Accuracy YO Usage Accuracy = j@Jumber of Usage Records 
Delivered in the Reporting Period That Reflected 
Complete Information Content and Proper 
Formaning) / (Total Number of Usage Records 

Formula Quick Reference 
I C W ' s  Service Qualiry Measurements v7.0 
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Service Quality Measurements 
Formula Quick Reference 

Proof Listing Updates 
Before Publication 

Before Publication = S[(Date & Time of Directon 
Pubiication badline) - (Date and Time Updates 
Available for Proofing)]; Number of Updates Sent 

attempts duiing busy hour)/(Totaf number of call 
attempts during busy hour)] h 100. 
(inbound and outbound call attempts r\oufd be 
measured separately) 

t 

NP-2 I Meantime To Notify CLEC Meantime To Notify CLEC = Z[(Date and Time 
lLEC Notified CLEC) -(Date and Time itEC 
detected network incident)]Xount of Network 
Incidents 

Performance Parameter Resuit)'(Nurnber of Tests 
NP-3 Setwork Performance Network Performance Parameters = C(Netw0rk 

Parameters 

Coiloration Request Response Date) - Request Submission Date)yCount 
of Request Responses Issued 

Request = Z [(Date & Time Coitocation 
Arrangement is Compte) - (.Date & Time 
Collocation application submi&ted)]lNumber of 

CP-2 ' Meantime To Provide Meantime To Provide Collocation Arrangement 
Cofiocation Arrangement 

I I Collocation Arrangements Cornpiete 
CP-3 1 K Due Dates Missetl I YO Due Dates Mked = fNumber of Orders Not 

Completed By ILEC Committed Due Date)flotal I Number of Orders Completed Duhg the Reporting 

. 

Time of Database Update) - (Submission Date and 
Time of Database ChangelllTotat Number of 

I 1 Updates Completed Du&g Reporting Period 
DU-2 TO Update hccurary % Update Accuracy = fNumber of Updates 

Completed Without Error)/(Nurnber Updates 

Functionality is Useable' by a CLEC in a Specified 
Period)/(Total Time' Functionality Was Intended io 
Be Useable) 

1 These mtosurcs may also be expressed in rhc ncgattvt. &at IS. 

in em, of unaveibbility. 
2 In some instarces. mtber than time. thc avaibbility will be 

Formula Quick Reference 
LCUG's Service Qualie Measurements v7.0 
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Service Quality Measurements 
Measurement Detail 

he-Ordering (PO) 

The content ofthis section has been moved to the "General" section. 

0rderieg.srnd Provisioning (OP) 

ddiier integrated and operable service components requested by the CLEC. 
Fegsrdfws of whethw s&rvice resale, unbundled network ekments or intmnnection 
w i c e  delivery methods are employed. When the service deiivery imerval of the 
ILEC is measured for comparable services, a conclusion can be drawn regarding 
whether or not CLECs have a reasonable opportunity to compete for customers. 
TineIy provisioning of interconnect trunks and inbound augments by the ILEC a n  
prevent customer harm from call blocking before the problem occurs. 

"orders completed on time" measure monitors the reliability of ILEC 

an# compldon intervals for CLEC asstomeis. CLECs wed to honor tiudr 
frrtrtrvals to retain customers. 

mely delivery of interconnect trunk5 and augments based MI CLEC traffic 

trunks. The ILEC's network should meet the GLEC's 
farmalty communicated business needs for augment tnuiks 
must be in place before locat tandem trunk5 and DEOT orders 

% Orders Completed on Time = (Gaunt sf Orderr Completed withia lLEC 
CommiCd Due Date] I (Count of Orders Completed in Reportins Period) x 100 



Service Quality Measurements 
Measurement Detail 

Pel 
ific 

IE. E=E. - =L 

~ swerige Offcred i n t e n d  = I(Itate & Time Rue Date) - (Date &Time of Hcceipt 
1 of Serrice Request))f(Number of Committed Due Dates) 

For CLEC Results: The actual cornpierion inrrrval is determined for each order 
processed during the reporting period. The conipletion inieriai IS the elapsed time 
from the ILEC receipt of a syntactically correct order from the CLEC to the ILEC's 
rerum ofa  ralid cornpletiori notification to the CLEC. Elapsed time for each order is 
accumulated for each reporting dimension (srr bel&\)). The accumulated time for 
each reporrmg dimension then IS divided by the associated toral number of orders 
completed *ithin the reponing period. 

I 

'centage of orders completed on time is determined by first countin:. for each 
:d rspclrting dimension. both thc total nurnbrrs of orders comp1eted.u irhin the 

reporting interval and the number of orders completrd by the cornmined due date (4s 

specified on the initial FOC returned to the CLEC). For each reporting dimension, 
the resulting count of orders completed no fater than the committed due date i s  
divided by the total number of orders complztcd u i t h  Ihe resulting fraction expressed 
as a percentage. 

Although CLEC forecasts are not technically "orders", the CLEC forecasr provides 
the ILEC \\ith the information it needs 10 be able to augment i ts  inbound trunks (and 
other 11.F.C trunks needed for efficient interconnection) in a timely manner IO handle 
rhe forecasted CLEC calling volume. To calculate ILEC trunk augments as a 
perceatage of -'orders" complered on time, the due date is the date on shich the 
additional trunk is needed by the CLEC, as stated in she forecast. The total number of 
ILEC augments completed no later than the due date is divided by the total number of 
fLEC augments comple:ed in the reporting period. The resulting fraction is expressed 
as a percentage. 

The offered interval is the due date that an fLEC provides the CEEC on a firm order 
confinnation (i.e. the earliest date on wfiich the CLEC's customer can obtain service 
wittrout paying for an escalation). 

For l tEC Results: Same as for CLEC with the clarifications noted below. 

Other Ctsrifieations and Qualification: 

The elapsed rime for an ILEC order is measured from the point in time 
when the lLEC customer service agententen the order into the ILEC order 
processing system until the date and time that the I L K  personnel log actual 
completion of all work necessary to permit service initiation. whether or not 
the l tEC initiates customer billing at that point in time. 
Results for the CLECs are captured and retained at the order levcl (c.s., 
unique PON). 
The Completion Date and Time is the date upon which the ILEC issues the 
Order Completion Notice to the CLEC. 
If the Ct EC initiates a supplement to the originally submitted order and the 
supplement reflects changes in customer requirements (rather than 
responding to ILEC initiated changes), then the order submission date and 
time will be the date and time of the ILEC receipt of a syntactically correct 
order supplement. 
No other supptementai order activities will result in an update to the order 
rubmission date and time used for the purposes of computing the order 
completion interval. 

e 

e 

a 
Ordering and Provisioning (OP) 
LCUG's Service Quality Measurements v7.0 
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Service Quality Measurements 
Measurment Detail 

e Elapsed time 1s measured in hours and hundredths ot hours rounded ID ihe 
rtearcbt hundredth of an hour 
The accumulation of elapqd time continues through off-schedule. 
weekends and fiolida)s 

1 Company 
1 SCt& (See Appendix A) 
b Activit? (See Appendis A )  
b Geographic Scope 

Report Month 
CLEC Order Number 
Order Submission Date 
Order Submission Time 
Order Completion Dare 
Order Completion Time 
Service Type 
Activity Type 
Geographic Scope 

e Canceled orders 
ILEC Orders associated with internal or 
administrative use of local services 
Orders where CLEC has selected a longer 
due date than requested. 

Report Month 
Average Order Completion Interval 
Standard Error for the Order Completion 
Interval 
Count of Orders Completed 
Count of Orders Completed by the Due Date 
Average Offered Interval 
Service r i p e  
Activity Type 
Geographic Scope 
. _.,-..._ ---- 

:t compamtive results or the ILEC has not produced 

Unless otherwise noted, the order completion interval for installations that do 
not require a premise visit and do not require anything beyond s o h a r e  updates 
is I business day. 
Unless otherwise noted. the order completion intervals for installations that 
involve a premise visit or physical work is three business days. 

* 

i. InsMiation Interval Exceptions: 
e W E  PIatform (at least DSO ioop -+ local switching t common transport 

elements) installat-ion interval is 1 business day &hether or not premise 
work is required. 
The installation interval for unbundled loops is  always 1 business day. 
IME Channelized DSi (DS1 unbundled loop + multiplexing) 
instatlation interval is within 2 business days. 
Unbundled Switching Element installation interval is within 2 business 

0 

n interval for All Other Dedicated Transpa? is  within 5 

Ordering and Provisioning (OP) 
LCUG’s Service Qwlity Measurements v7.0 
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Service Qua1 ity Measurements 
klsastireriwnt Detail - - -- 

The installation inrenal ior si1 orders Inwl\ing only feature modiiication is 3 
hours. 
Order cornpietion intcr\.d fcir 311 dixunnrction orders i j  i b u ~ i i l t s ~  diik 0 

Interconnect Aucrnent Trunks IL.EC> must meet rele%ant tariff. service level 
agreement QI contract intenah for f-fs DSOs and DSl pro\iaioning 9S90 of the i i : x  

Afthouzh CLECs do not order than per $2.  ILECr must also provide inbound ! nd  
augments in line i\ith CLEC capacit! prcjjections. CLECi require these augnienri 
utilization thresholds that are lower rhan rhe ILEC's own threshotds to reflect rh.2 
differences in nensork size and the impact of grouth in CLEC customer numbers on 
inbound as wtl as outbound capacq nseds. The threshold be.10~ for augment trunk 
provisioning will afford CLECs a reasooablr opportunie to compete. individual 
CLECs ma) agree to different thresholds in negotiation w r h  I L K S  on inbound trunk 
augments: 

DEOTS REPRESENT LESS THAN SO*& OF COMBINED IF3BOUNLY 
OUTBOUND CAPACIT'r' .- augment rrunk orders must be prorided \+hen 
utilization reaches 609'0 on rhe Erlang-8.01 scale. 

DEOTS REPRESEKT MORE THAN 5001 OF TOTAL CAPACITY - augmenr 
trunk orders ma) be placed \\hen urilization is at 7596 on the Erlang-B.01 scair. 

P P 

Order Processing Quality 
Customers expect that their sen ice provider will deliter preciselyxe service ordered 
and a11 the featuresqmified. A service provider that is unreliable in fulfilling orders. 
wit1 nor only generate iH-will with tustaners when errors are made, bur. will also 
incur higher costs to rework orders and KO process cusfomer complaints. This 
measurement monitors the accuracy of the provisioning work performed by the ILEC, 
in response to CLEC orders. When ?he lLEC provides the comparable measure for its 
own operation, it is possible to know if provisioning work performed fix CLECs is  af 
least as accurate as that performed by the ILEC for its own retail local service 
operations. 

Many of the order transactions between ILEC and CLEC are designed to be entirely 
auto~xed. For there transactions. any '.fall OUK" from the mechanized process will 
result in a higher likeithood of dela?. or inaccurate processing. The availability of tlow 
through order e n q  u ithout manual intervention on the ILEC's part decreases the 
occwence of rekeying errors and makes the CLEC more accountable for its order 
quality. Measurements are needed ( I )  to monitor the extent to which human 
intervention is required for CLEC automated order transactions and ( 2 )  to compare 
the results to lLEC order processing flow through. CLECs must be assured that their 
orders have the same opportunity as the I1.EC.s orden for timely and accurate 
processing. 

Sometimes CLECs receive order rejections and must resubmit ordm for failures on 
the p a t  of the ItECs' systems or lack of notice or training on changed formats and 
processes for order entry Sometimes orders are rejected with no explanation or 
delayed for invalid queries by the ILECs. Often lLEC electronic editing sysienis 
reject an order o x  error at a time, rather than capture all the issues with the order on 
one submission. These rejections rtnd rerubmissions not on[> are burdensome to 
CLECs but delay service delivery to the customer. 

- 
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Service Quality Measurements 
Meastirsment Detail 

. ,  

. .  

i; 

Mechanized Order Flow Through = [(Total .“lumber of Orders Processed 
ithout Manual Inter\ention)!(Total Number of Orders completed)) 1 100 

rders Rejected ={ Number of Orders Rejected Due to Error or  
ssion/Sumber of Orders Recehed by ILEC During Reporting Period] x 100 

verage Submissions Per Order = :\(Number of Firm Order Confirmations) + 
(Number of Rejections Issued)/(Number of Firm Order Confirmations 

r CLEC Results: 

For each order completed during the trporting period, the original account profile and 
the order that the CLEC sent to the ILEC are compared to the services and features 
reflected upon the account profile. a5 it existed following completion of the order by 
the ILEC. An order i s  “completed without error” if all service attribute and account 
detail changes (as determined by comparing the original and the post order 
cornpietion account profile} completely and accurately reflect the activity specified on 
the original and any supplemental CLEC orders. “Total number of orders completed” 
refers to the totai number of order completion notices sent to the CLEC by the LLEC 
for each reporting dimension identified below. 

% Mechanized Order Flow Through: 

”Percentage Mechanized Order F\uw Through” identifies the total orders processed 
fiom acceptance of :he ILEC gateway to the lLEC smite order processor and other 
Iegacy systems without manual intervention. For each type of order, the count 
.includes orders that arrive at the destination work group(s) without human 
intervention from initial order creation by the customer contact agent until the time 
the order is delivered to the appropriate work group responsible for physical work. 
The resulting count is divided by the total number of orders (of the same iype) that 
were processed during the reporring period with the result expressed as a percentage. 

O/u Orders Reiected: 

The percentage of orders rejected is the count of { t ) order submissions where the 
ILEC retlims a notice of a syntax rejection to the CLEC and ( 2 )  order submissions 
where the ILEC returns a notice that the CLEC order was rejecred by legacy s>stem 
edits. The resulting combind count of rejections is divided by the count of orders 
submitted (For ED1 interfaces, the orders submitted would be the combined count of 
positive and negative 997 messages issued upon receipt ofthc CLEC order.) 

,haverage Number of Submissions Per Order: 

The “average number of submissions per order’’ is derived by adding the number of 
Firm Order Confirmations sent to the CLEC during the reporting period and the 
number of rejects issued to the CLEC during the reporting period. This sum is then 
divided by the number of Firm Order Confirmations to determine the average number 
of submissions per order for the CLEC. 

For ILEC Results: Same computation as for the CLEC with the clarifications noted 

rificariors and Qualification: 
3 

&tT&&nts - If the CLEC initiates any supplements to the originally 
order, for the purposes of reflecting changes in customer 



Service Quality Measurements 
Measurement Detail 

0 Company 
0 Interface T) pe 
o 

Volume Category 

Sen ice T y e  (See Appendix A) 
Order Activity {See Appendix A) 

Count of Orders Completed W'ithout Manual 
Interventton 
Count of Finn Order Confirmations 
Count of Syntax Rejects 
Count of Lepaq System Rejects 
Count of Orders Submitted 
interface Type 
Order Activity Type 
Original order dare for rejected orders 
Rejection Notice Date and Time 
Service Type 
Volume Category 
Manual Fallout (for Mechanized Order5 Only) 

Orders canceled by the CLEC 
8 Order Activities ofthe 1LEC associated with 

internal or administrative use of local services. 
For resubmissions impact on due date measure. 
lLEC would nor h3\e IO cornpi) if 1 )  ing final 
accepted order to original order is technically 
infeasible (But feasibility issue will be revised 
as systems arc upgraded.) 

Repon Month 
Count Orders Completed Without Manual 
Intervention 
Count of Order Confirmations 
Count of Syntax Rejects 
Count of Legacy System Reject 
Count of Orders Submitted 
Interface Type 
Order Activity 
Service Type 
Volume Category 

:t comparative results or the ILEC has not produced If the ILEC does not deliver dii 
benchmark levels b a d  upon a verifiable study of its own operation as agreed to with 
the CLEC, then result(s) related to the CLEC operation should be provided according 
to the following levels of performance in order to provide the CLEC with a 
meaningful opprtunity to compete. 

Completed CLEC orders, by reponing dimension, are accurate no less than 99y0 
of the time. 
Mechanized flow through of orders occurs at least 98% ofthe time. e 

c 

status information will result in the delay of other customer atTecting activities. For 
example, inside wiring activity often is initiated after the fin order confmation is 
returned, and customer billing must await CLEC receipt of the order completion 
notice. The order status measurements monitor, when compared to the ILEC result. 
whether the CLEC has ilmely access to order progress information M that the 
customer may be updated or notified promptly when changes and rescheduling are 
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Service Qua1 ity Measurements 
Measurement Detail 

The "0% jeopardies returned" measure for the CLEC, when reponed in comparison to 
ti,: ILEC result. \ \ i l l  ~.aisge \\hether initial commitments to the CLFC for order 

CLECs also need adequate norice of order completion actil itirs. The! can be m3Je 
to look disorganized b\; lLECs providing service without such advance noticc- 
Customers and CLECs ma? e\en be t in&k to schcdule nccessar). Lendors on the 
scene to cEompletr the instiiliation, resulting in ILEC technicians being turned ana? 
and customer frurnation with the CLEC. An ILEC could cause a great deal of harm 
to the CLEC competitively, yet look like it is providing parity or above parity service 
by the resutts other provisioning measures. A measurement capturing any non-parity 

Reject lntersat I+ Ti(Datr and Time of Order Rejection) - (Date and Tinso of 
Order Receipt or Acknowledgment)j/(Number of Orders Rejected in Reporting 

Reiect Intenal (syntax) is the elapsed time between the l L i C  receipt of an order 
fmm the CLEC to the lLEC return of a notice of a syntax rejection to the CLEC. The 
time measuremeni smrts when the lLEC receives the order from the' CLEC. 7he rime 
measurement stops when the iLEC returns a rejection notice to the CLEC. The 
elapsed time is accumulated by order type with the resulting accumulated time then 
Qivided by the count of rejected orders associated with the particular order type. 

FOC Interval = ZI(Date and Time of Firm Order Confirmation) - (Date and 
Time 01 Order Acknowledgment))l(Number of Orders Confirmed is Reporting 

Mervaf for Return of a Firm Order Confirnation (FOC Interval) is theelapsed rime 
between the ILEC acceptance of a syntactically correct order and the return of a 
confirmation to the CLEC that the order will be worked as submitted or worked with 
the modifications specified on the confirmation. The time measurement starts when 
the ILEC accepts (acknowledges) the order &om the CLEC. Ihe time measurement 
stops when the lLEC refurns B valid fm d e r  confinnation to the CLEC. The 
elapsed rime is accumulated by order type with the resulting accumulated time then 
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Service Quality Measurements 
Measurement De t ai 1 

eporting Period). For a11 orders jeopardized on or 

Jeopardv Interval is the remaining time between the pre-esisting commtncd order 
completion date and time (communicated \ 18 rhe FQC) and the date and time the 
ILEC issues 8 notice to the CLEC ~ndioating an order is tn jeopardy of missing the 
due date. The scheduled order completion time \\.ill be assumed to be 5.00 p m local 
time unless other information is communicated in the FOC The date and time of the 
jeopardy notice delivered by the lLEC i s  subtracted from the scheduled completion 
date to establish rhe jeopardy interval for any order placed Injeopard? before i ts  
scheduled due date 
with the resuitrng accurnularsd r i m  then dit rded b) the count of orders placed in 
jeopardy before the due date for each order acrt% i t j  

Completion Intewalf Xl(Date and Time of Notice of Completion Issued to the  
CLEC) - (Date and 'Time of Work Completion by ILEC)j/fFSurnber of Orders 
Completed in Reporting Period) 

Completion Notice lntervai is the elapsed time between the ILEC technician's 
reponed completion of physical work and the issuance of a valid completion notice to 
the CLEC. Where ph)sical work is nor required. such as in the case of sohare-only 
changes. the elapsed time will be measured beginning at 500 p-m. local time of the 
dare for the committed completion and will end when the lLEC returns a vatid 
completion notice to the CLEC if a valid coinpletion notice is returned before 5 00 
p.m, on the committed completion date and no physical work IS involved, then the 
e l a p d  time will be recorded as If10 hour. The elapsed time is accumuIated by order 
type with the resulting accumulated time then divided by the couns of compketim 
notices returned for each service and order type. 

% Comptetions or Attempts without Notice or with Less Than 24 Hours Notire. 
= ICompletion Dispatches (Successfui and Unsuccessful) With No FOC or FOC 
Received Within 24 Hours of Due DatelAlI Completions x 100 

Comdetion and Comnletton AttemDts include any delivery of service (successfuf or 
not succesftill for uhich the CL EC drtl nor receive sufficient prior notification 

For lLEC Results: The ILEC reports completions for which ILEC technicians 
delivered service to customers without giv ing sufficient advance notice to customers, 
sales or to internal account te3m IO arrange for appropriate vendors to be on hand. 
Calculation of insufftcienn nolice is similar to CLEC calculatic~n (none or less than 24 
hours). Similar stirprise service deliveries are calculated for ILEC affiliate's account 

The jeopardy inierval is accumulated by standard order acsivity 

For CLEC Results: C~tculation would rxcfude any successful or unsuccesshtl 
service delhery that CLEC war informed of at least 24 hours in advance. lLEC may 
also exclude from calculation deliveries on less than 24 hours' notice chat CLEC 

74 Jeopardies 
&Orders Confirmed in Reporting Period) 

% Jeortardies is the percentage of totat cden processed for which the I L K  notrties 
the CLEC that the work will not be completed as cornmined on the original Y O C  

(Number of Orders Jeopardized in Reporting Periud)l(Number 
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Service Quality Measurements 
h I cas II rt' nic 11 t I) t" t n i 1 

"hen the 1L.EC processes orders for 3 CLEC via different ioxrfaces (e g . hSR 
and EDI) then the preceding measrirerwnt must be cumputri! for each interface 
arrangement 
41f intervals are nirusured in hour\ and hundredths of hours rounded to the 
nearesr hundredth. 
Because this should be a highly automared process. the accumulation of elapsed 
lime continues through off-schedule, weehends and holida~s. 
"Syntactically coneci" means ail fields required to process an order arc: populated 
and reflect the correct format as agreed and documented in the currrnr interface 
specifications. 
The ILEC senice agunt's attempt to submit an order for processing by the It.ff(.' 
OSS is considered equivalent tu the lLEC aclinou ledgmcnt of  the CLEC's ordcr 
The iLEC OSS return of any indication to the service a p t  thar an order cannot 
be processed as suhniitted is considered equivalent 10 the ILEC return of a 
rejection notice io the CLEC. 
Return of an! infomiation [ e  2.. orilcr recapitulation) to the II.EC.cusiomer 
senice asent that indicates no error:, are evident or rhat an order can be 
processed, is the equivalent of the ILEC return o f a  FOC to the CLEC. 
Logging of infannation in the ILEC OSS, whether manual or automatic, that 
indicates an order may not be completed by the existing due date, is equivalent of 
the return of 3 jeopardy notice to the CLEC regardless of% hether or not the 
ILEC takes action based upon such information. 
Automatic loyging of work comple!ion and manual logging of work completion, 
whether innut directfv to the ILEC OSS or into an intermediate Storage devise. IS 

Company 
interface Type 

0 

Geographic Scope 
Senice Tjpe  (See Appendm A) 

* Jeopardy Interval - None 
0 

O O  Jeopardies -. None 
* 

Finn Order Confirmation Interval - Sone 
Completion Notification Interval - None 

Completions or Attempts Without Notice or 
With less than 24-hours' notice delivery that 
the CLEC specifically requested. 
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Service Quality Measurements 
Measurement Detail 

ServiceTjpe 
0 CLEC Order Number Status Type (Rejection. FOC, Jeopardy Type, 

Order Submission Dare Completion Notice) 
Order Submission Time a Average Starus inlerval 

Cotnpietcon Notice) 9 Number of Orders Reflected In Result 
Satus Notice Date Standard Order Activity 
S W s  Notice Time 0 Number of Statuses Provided 
!Standard Order Activity 
OrderDueDare 

to the; following levels of performance in order to provide the CLEC with a 
meztningtid opportunity to compete: 
w no less than 97% of Rejects in any category for a reporting pefiod are returned 

within 15 seconds 
sit Fimn Order Confrmations are returned within 4 hows 
no less rhan 97% of order completions in any category are returned within 30 
minutes of work completion 
99.9% of completion and completion attempts should receive more than 24 hours 

no less than 97Y0 of Jeopardies for any category an? reamed to tbe CLEC a 
minimum of 2 business days is advance ofthe due date indicated on &e most 

e 

Cutovers 
st not be subjected to unscheduled service disruptions because of 

y or uncoordinated cutovers of loops with interim of permanent number 
porcplbiliry 5r the provision of any other WNEs that require disconnection and 
reeannecdion of a customer. 

Customers may suffer loss of didtone due to early cutovers (ILEC takes down foop 
befa* scheduled date for CLEC loop to be ready) in cases where interim number 
portability is involved. With Permanent Number Portability (PNP), customers may 
nM receive inbound calls if the ILEC (I) does not provide timeiy disconneCtion of t h ~  
1wEc's old translations for routing the number or (2) does not employ or prematurely 
tjdw down €he 1 0-digit trigger designed to ensure proper routing during ttK 
msitiaft. Service may also be disrupted in conversions from ILNP-to-PNP or 
h g h  p m a m  disconnects in coordinated cutovers of UNE combinations. The 
pcrcwttage of early and late cutwets must be monitored to ensure that CLECs' 
cusWmms are not d j s p ~ ~ ~ i o n a ~ ~ y  losing dialtone or having inbound calling 
blacked. 

Or&g and Previsioning (UP) 
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Service Quality Measurements 
&I eiisu TC in t' ti t L k  t ai 1 - 

Coordinated Conversion 
LepscF 

*age 
- 

Interval = Z[(Date & '1 
C-irJi 

'ime 
- 

-termination 
- 
is 

fornptetcd b! I L K )  - Date & Time of initial Service Interruption (disconnect 
far Cusiomer Transferring Serviee))/fCount of Completed Coordinated 
Conversions in Reporting Period) 

% Service Loss from Early Cuts = (Customer Conversion Where Cutover Time 
is Earlier Than Due Date and Time)I(Al Customer Conversions Compfeted 
During Reporting Period)l x 100 

./a Service Loss from Late Cuts ==!Customer Conversions Wbere Cutover Time 
is More than 30 Minutes Past Due Date and TimeY(A1l Customer Conbersions 
Completed During Reporting Period) x '100 

Piw CLEC Results: 

I 

Average Coordinated Conversion interval: The elapsed time between the 
disconnection of an access line (for a retail customer of the ILEC) from the su itch 
part ofthe ILEC to the time that the fLEC finishes both the ph3sical work nccessaq 
to re-terminate the loop (at the win1 of re-termination specified b) the CLEC) and 
receiws CLEC confirmation that electrical continuity exists The elapsed time is 
accumularrd for the reporting period and divided by the number of loops that ~ 2 r e  re- 
turminated OR a coordinated basis. 

E 

I 

1 % Service Loss (EarlyiLate Cuts): For hot loop cuts, the same bop is moved from an 
existing pon to what is effectively a different port (The CLEC collocation point). 

I 

Translation disconnections also are reported if they occur too early or late in a 
conversion involving local number portability 
track whether the cutover time (for facilities and translations) was earlier or later than 
the committed due date and time that appeared on the FOC. The total number of 
early cutovers will k divided by the total number of customer conversions that were 
completed during the reponing period. Likewise, the total number of cutovers that 
were completed more than 30 minutes past the committed due date and time will be 
divided by the total number of customer conversions that were completed during the 
reponing period. Far both formulas, the resulting ratio will be expressed as a 
percentage. 

For each conversion. the ILEC nil1 

- 

1 -  For i tEC Results: ILECs would use retail residential or business POTS outside 
move activity as an analog. An outside move occurs when a customer, with existing 
service. moves from one premises to another within the same central office area 
without disconnecting and reconnecting scruice. With inside moves the customer 
keeps their o w  phone number. Although an outside move inrolves disconnecting an 
existing loop from an operating port and reconnecting a different loop (within the 
same office) to that same port, the work involved is very similar (i.e. coordinated re- 
termination 1. 

Type-oPioop or IME Combination Cutover 
md Typc of NP involved ji.e ILNP. PNP or 
1L.NP-zo-PNP concersion) See also Service 
Type (Appendix A ) 

4 Order Activity 
Geography 
Volume Category 
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Service Quai i ty Measurements 
Mcasurenient Detail 

ServiceTjpe 
Order Acrivity 

* 

0 Completion Date and Time 
GitograFhic Scope 

0 Votume tfategor) 

Committed Due Date and Time (from Firm 
Ordcr Confination) 

0 Number of Earl?. Conversions 
0 

Total Number of Conversions 

Standard Error ofCon\ersion fntmal 
Geographic Scope 
Volume C a t q o ~  

Nurnbcr of Conwrsions 230 Minutes Late 

A \  rlrage Con\ ersion lnten a1 

aningfut opportunity to compete: 

98% of coordinated cutovers have ILEC and CLEC tiork completed within 5 
minutes ofone another and 100% ~rithin 1 5  minutes. 
98% of unscheduled disruptions causing loss of dialtonr or inbound call 
btocking should be corrected in I hour and ~ O O O D  nithin 2 hours. 

orders pending and past the committed due date 

For CLEC Results: This metric is  computed a1 the close of each report period. Ihe 
heid order interval is esmblished by first identivine all pending orders at that time 
that (1) have not k e n  reported "completed via 2 tali3 comptetion notice and (2) 
have passed the currently "cornmined completion date.' For each such order, the 
number of calendar days bemeen the committed completion dats: and the close of the 
reportino penod is established and represents the held order interval for that particular 
order. The held order interval is accumulated (by service flpe 2nd reason for the 
hold., if identified) and &en di% ided by the number of held orders within the same 
category to produce the mean held order interval. 

Orders Held for 2 90 days =: (S of Orders Held for 190 da?s) / (Total # of 
Orders Peading But Sat Completed) x 100 

Orders Held for 2 13 days = (# of Orders Held for 2 IS days) / {Totat # of 
Orders Pending But Sot Completed) x 100 

T h i s  "percentage orders held" measure is complementary to the held order intervat 
but is drsigpncd to detect orders continuing in a "non-compteted- state for an extended 
period of time. Computation of &is metric uses a subset of the data accumulated for 
the "held order interval" measure. All orders, for a hich the -held order interval" 
equak or exceeds 90 (or 15) da? s. ate counted by service t?pe and reason for the hold 
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Service Quality Measurements 
Measurement Detail 

(as was done for the held or& inkval)  and divided into the count of orders held plat 
30 (or t 5 )  days. 

For ILEC Results: Same computation as for the CLEC \ k i t h  Ihe clarifications 
provided below.. 

Qther Clarifications and Qualification: 
The "held ordei' measure established b> some state commissions as part of 
minimum service standards is analopus to this proposed measure but. because it 
is typically limited to monitoring only those orden held because of facility 
shortages, needs to be espanded to incltide all reasons that an order is pending 
and past due. 
Order Supplements - if the CLPC initiates a suppfement to the originally 
submitted order for the purpose of reflecting changes in customer requirements. 
then the due date returned on the FOC will be the basis for &e preceding 
calculations. No other supplrrnentai order activities will result in an update to 
the committed due date. 
See "Order Status" measurement definitions for discussion of the ILEC analog 
for a completion notice. 

. - . -  

Service Type (See Appendix A) 
Reason for Hold (no facilities, no equipment, 

Geoaraohic Scow 
. . workload, other) 

excluded from this measurement. 
Order Activities of the ILEC associated with 
internal or administrative use of Iocal services 

0 CLEC Order Number 
Committed Due Date 

0 Report Period Close 
ServiceType 
Hold Reason 
GiwgraphicScope 

Average Held Order Interval 
0 Standard E m r  for Average Held Order. 

Interval 
Number of Orders Rejected 

0 ServiceType 
HoldReason 

I. GeoeraDhic Scow 
L w .  

If the l tEC does not deliver direct comparative resulu or the lLEC has not produced 
benchmark levels based upon a verifiable study of its own operation as agreed to with 
the CLEE. then result(s) related to the CLEC operation should be provided according 
to the following Levels of performance in order to provide the CLEC with a 
meaningfit1 opportunity to compete: 
0 

is 

Less than 0.1% of orden held for more than 15 calendar days. 
No orders held for more than 90 calendar days. 

r 
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Measurement Detail 

Maintenance and Repair (MR) 

ing repairs as tbe ILEC 

(Count of Trouble Tickets Resolved in Reporting Period) 

For CLEC Results: The restoral interval for resolution of customer requested 
maintenance and repair is the elapsed time. measured in hours and tenths of hours, 
measured from the CLEC submission of a customer trouble to the ILEC, regardless 
of &e ulrimart resolution ofthe trouble, to the rime the 1LEC returns a valid trouble 
resolution notificaiion to the CLEC. The elapsed time is  accumulated by service type 
and troubic disposition for rhe reponing period. The accumulated time is divided by 
the count of maintenance tickers reponcd as resolved b! the lLEC (b) service g p e  
and trouble type) during the report period. 

Fur l tEC Kesufts: Same computation as for the CLEC 

Other CIarifications and Qualification: 

Elapsed time is  measured on n 24-hour-a-day, seven-days-a-week basis. The 
time is measured in hours and hundredths of hours rounded to the nearest 
huridredth hour. 
Multiple reports for the same customer service are treated as the same 
incident only when a subsequent report is  received for a customer service 
arrangement that already has an open ticket 
"Restore" means to return to the normally expected operating parameters for 
the service regardless of w hether or not the service, at the time of troubfc 
ticket creation, was operating in a degraded mode or was compietely 

A trouble is "resolved" when the ILEC issues notice to the CLEC that the 
customer's service is  restored to normal operating parameters. 
A trouble ticket or trouble report is any record (whether paper or electronic) 
used by the lLEC for the purpose of monitoring action and disposition o fa  
service repair or maintenance situation. 
ILEC acceptance of a trouble by the call receipt agent is considered 
equivalent to the CLEC logging or submitting a trouble to the ILEC. 
Tbe ILEC closure of a trouble ticket (whether automatic or manual) is 
considered equivalent to returning a trouble resolution notice to the CLEC. 

0 

0 

Mean Jeopardy Internal = 
Order) - (Date and Time of Jeopardy Notice)f/(Number of Orders Jeopardized 
in Reporting Period) 

[(Date and Time of Committed Due Date for the 
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bleasureinsnt Detai 1 

and time the 1LEC is,ue.; ;L notice IO the CLEC indic.ttins dn appoii\ttrli.nt I.; in 
jeopard! of being missed. The szhrduisd appointment time 111 be a s m l l d  [a hr. 
j 00 p.m. locdl time unless other infiiri!ia~ion i:, conintiiriic.ited The drtfci aud rir:ic 

the jeopard! notice delivered by rhe fLEC is subtracted from the scheduled 
completion date IO establish the jctiyxirJ\. intervat for any appointment placed in 
jeopard! 
accwirul~trci tLi!it tlrcn cli\ ~dcd  t>> [tic i w n t  u t  >chedufr;i .ippoininirnrs .i;mr,irecf 
with the particular service 

For ILEC Results: Compu1ation.j arc rhe 53rne 3s for rhe CLEC uilh the 
claritications outlincd below 

Other Clarifications and C)ual~ficrtictn: 

All intervals arc measured in hours and hundredths of an hour rounded tu the nearest 
hundredth The lack o f  electronic bonding for maintenance does not elcuje the I 1  €:C 
from jeopard) reporting requirements 

The jeopardy intrr\al is ncc!tn~iif~rcd by sen ice goup ~ r t t t i  the re5uIting 

Trouble Type 
Grographi: SiOpC 

Service T>pr (See Appendix A) Trouble tickets that arc canceled at the 
CLEC's request 
!LEC troubte reports associated rrith 
administrative service 
Jnstances where the CLEC or an lLEC 
customer requests that a ticket be "held open" 
for monitoring 
Subsequent Reports (additional reports on an 
already open ticket) 
An): trouble type tracking that parties agree 
are technically unfeasible or operationally 
proh ibir ive 
A trouble ticket, crestcd for traching and or 
monitoring requests for c lxif)  ins 
information (e.g. confirmation of customer 
ownersliip from CI-EC support centers. 
Tickets used !o track referrals of misdirected 
calls 

Maintenance and Repair IhtR) 
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Measurement Detail 

e 
* 
0 

e 

0 

0 

* 

CL€C Ticket f 
Ticker Submission Time 
Ticket Suiubmission Date 
Ticket Completion Time 
Tmuble Resolution Time 
Trouble Resolution Date 
Service Type 
‘CIITN or CKTID (a unique identifier for 
elemenas combined in a service configuration) 
Trouble Type 
Gcogmphic Scope 

Average Restorai Interval 
0 Standard Error for the Average Restoral 

Interval 
e ServiceType 
0 Trouble Type 

Gcogaphic Scope 
Number of Tickets 

trenchmarti levels based 
the CLEC, then result(s) 
to the following levels o 
meaningful opportunity to compete: 
1. 

study of its own operation as 
EC operation should be provi 
order to provide the CLEC w 

Out of Service conditions where dispatch is required: 

* 

2. Our of Service conditions where no dispatch is required: 

2%%0 resolved within 4 hours 
295% resolved within 8 hours 
2995/0 resolved within 16 hours 

>S5% resolved within 2 hours 
195*/6 resolved within 3 hours 
299”!0 resolved within 4 hours 

ed for the Same S 

For CLEC ffesuks: The repeat Qouble rate measure is computed by accumulating 
the number of instances where a trouble ticket is submitted by a CLEC to the ILEC 
fot a service arrangement that bad at least one prior trouble ticket any time in the 30 
ratendat days preceding the creation of the current trouble tickeK- Ttre number of 
repeat troubles are accumulated for the reporting period by service type and mubie 
type. The count of repeat troubles, by service type, is divided by the count of initial 
trouble reports (by service type) received during the report period. 

M-tca8nw and Repair (MR) 
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Service Quality Measurements 
Measurement Detai I 

7 

as for CLECs, 

Other Clarifications and Qualification: 

* 

8 

* 

4 

Unbundled loops or UNE combinations involving and unbundled loops are 
cons idd a "service access line". 
A troubie is "resolved" when the ILEC issues notice to the CLEC that the 
Customer's service is restored to normal operating parameters. 
The "same service arrangement" means a troubk report being reported for 
the same telepfione number or the same ciicuir identifier. 
Tbe t r ~ ~ b k  resolution need not be identical between &e repeated repons for 

Ticket Submission Time 
Ticket Submission Date 
Trouble Resolution Time. 
Trouble Reshtion Date 
Service Type 
W I N  or CKTID (a unique identifier for 
elements combinsd m a service 
eanfiguration) 
Tmubk Type 

request 
ILEC mubtct reports associated with 
adrninisnasive service 
Instances where the CLEC or an ItEC 
custamer requests that a t i a t  be "held 
open" for monitoring. 
Subsequent trouble report($) on a 
maintenance ticket that has (bave) not been 
reported as resolved (or ctose8) 
Trouble ti&cts ormtcd fvr frackins andfor 
monitoring requests for clariehg 
information (e-g.. confirmation of customer 
ownership from CLEC support centers) 
Tickets used to nrrck tefenaDs of misdirected 
calls. 

0 

K &peattrouble 
0 ServiceType 
0 Trouble Type 

Geographicsciope 
Count of Troubles 

* Count of Repat Troubles 

t cornwmtive results or the ILEC has not woduced 
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- 
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superb performance in order IO re-e\!3hl:sh a Froduct image tha: has been tarni4ic.d. 
When measured for both the 1 L . K  and Cl.EC and compared. this nieasure can he 
used to establish that CI.F:Cs are not c ~ m p r t i t ~ ~ r i ~  cfisaclk anta@ winpared t r r  the 
1LF-C. as a result c t t  e\perwnctng more frequent trouh!e reports Disparity in this 
measure may indicate differences in the undzrl) ing quafir) ofthe ne twrk  

iai A Hrpeated Trouble Reports in thr C u r r e n t  
Access Line in Service at End of the Report 

For CLEC Results: The frequmci o f  trouble metric is computed by accutnul.ttrn&~ 
by standard service grouping and disposiriuii and cause. the tofai number of 
maintenance tickers logged by a CLEC ( \ \ t t h  Ihr ILEC) during the reponing period 
The resulting number of rickets for each trouble ~ p e  iz aicutiiulxed within each 
standard sen ice grouping. and irciibte t? pe i s  divided by rhe total number of "sen 
access tines" existing for the CI.EC ai rhr znd ofthe repon period 

For ILEC Results: Same calculation as tor the C'1.kC s i t h  the clarifrcatioris 

Other Clarifrcaticms and Qualification: 

0 

This measure is frequrntl> ;t rrtiriimum wnise stancixd r q u i r d  b! 5 ~ t e  
commis.;ions for inon itorrny I L t:C performance.. 
Unbundled loops or UNE combinations invoking unbundled loops would he 
counted as a "service access line." 
A trouble is "resolred" %hen the I L K  I S U ~ >  notice to tbt  CLEL that the 
CuStomer's service is restored to normal operating parameters. 
See the "Time to Restore" measurement for a discussion of the iLEC 
equivalent of "trouble tickets" and "trouble logging" 

% Troubles Within 30 Days of Installations and Other Order Activity = (Totat 
Number of Trouble Tickets Associated With Lines That Wad Service Order 
Activity Within 30 Days of the Tmuhic Report)/(TotaI Number o f  Orders 
Completed in the Report Period. 

For CLEC Hesults: The reru!rs are coniputed by nccimiulatin~ the number of trouble 
tickets submitted b) a CLEC to the ILEC f'or a sen ice arrangemefir that had at least 
one install or sertise order actkit)- within the 30 calendar d+s prrccding the i:e3tion 
of the current trouble tichrt. The count of troubles is di~idrd b) the count of servicr- 
affecting orders completed b) the IL.FC: f-w the CI.I"c' during the repon p e r i d  

Non-parity results for ob Trouble Rate M ithin 30 Uaj s oi ltlsirtil and Other Order 
Activity may require further reprtrng to determine root cause issues. For instance, 
reports on whether facilities provided on new instaftations tcsred to industp stsndartl 
per interconnection contract, tariff or r e y l a t n q  requirements ma) tttl required if 
results indicate a poorer pcrfomance of faciiitics and supporting nehcork equipinenr 
provided to CLECs. IIXCs also may need to cooperate with CLECs on compxatibe 
mechanized line resting (through respectibe ILEC and C1.EC: s\tttchcr) ofthe 
transniission qt~~iiity of I1,W loopc v c t ~ u i  CLtC unhrrn\iierf Iocyx ohtainzJ from ttir 

Maintenance and Repair (hfR) 
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Service Quality Measurements 
Measurement Detail 

other feature additions) that cause troubles versus rhe quality of the transmission 

For lLEC Results: Calculations are similar to those for CLECs. 

TroubteTypc 
Geopphic Scope 

Standard Service Groupings (See Appendix A) 
' company 

Report Mmlh 
CLEC Ticket % 
Ticket Submission Time 
Ticket Submission Date 
Trouble Resolution Time 
Trouble Resolution Date 
ServhType 
WM or CKTID (a unique identifier for 
elements combined m a service configuration) 
Troubk Type 

Trouble tickets that are cancefed at the CLEC 
request 
ILEC trouble reports associated with 
administrative service 
Instances when: the CLEC or an lLEC 
customer requests s ticket be "held open" for 
monitoring 
Trouble tickets created for tracking and'or 
monitoring requests for ciarifiing information 
(e.g., confirmation of customer ownership from 
CLEC support centers) 
Tickets used to track referrals of misdirected 

P 

e 

SeAiceType 
TroubieType 
Geographic Scope 

0 Number of Tickets 
Number of Service Access Lines 

x comparative results or the iLEC has not produced 
upon a verifiable study of its own operation RS agreed to with 

&e CLEC, &en resutt(s) related to the CLEC operation should be provided according 
to &e following levels of performance in order to provide the CLEC with a 
xnkuringful oppmity to compete: 
0 Less than 0.5% of fines. by service type, regardless of disposition and cause, 

experience a trouble in a report period for bo$h the "trouble rate" and "percent 

M i a n d R c p a i p @ l R )  
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Service Quality Measurements 
Measur e ment D et ai 1 

cornoared to the I L K  oDerations) estimates of the time required to complete sen ice 

Troubles Resolved By The Quoted Resolution Tinie and Date) 1 (Count of 
Customer Troubles Tickets Closed) x 100 

For CLEC Resulrr: The computation of the measure is as follo~~s: The quoted 
wpair completion date and time is compared to the a c ~ a l  repair date and lime (ricktt 
closure as defined in Time to Restore metric). lin each instance where the actual 
repi& date and time is on or before the initidly provided estimated or quoted date and 
t h e  to restore. the count of "troubles resolved within estimate" is incremented by 
OM! fOr the relevant "service type'' and "trouble type." The resulting count is divided 

:by ?be total number of troubles resolved (for the consistent service and trouble @pel, 
i far the report period, in all instances where an estimated interval was pruvided or a 
1 standard interval existed. 

or iLEC Results: Same calcuiation as for CLEC. 

Other Clarifications and Qualification: 

%at: ILEC analog for this measure is derived by comparing the actual date and time of 
fLEC muble ticket closure compared to the projected trouble clearance date and time 
established through the iLEC agent's on-line interaction with the ILEC's work 
manMemenc system. regardless of \%hether or not &e ILEC currently quotes this 
infomation to its retail customer. 

See the "Time To Restore" measurement for discussion of analogpw ILEC 
maintenance activities (e.g., trouMe resolution). 
Tbe "quoted" or "estimated" time to restore is the actual scheduled time 
projection mum& by &e iLEC w o k  management system or the standardized 
repair interval that tbe fLEC USES for its own operatiow when equivalem 
service arrangements are involved. 
A rroubk is "resolved" when the fLEC issues notice to the CLEC that &e 
customer's service is restored to normal operathg parameters. 

and time of repair is determined by addig the repair i n t d  to the date and 

* 

e 

* If the ILEC supplies only the &bitted repair iotenml, thm &e estimased daae 

' -wanY 
B' Service Type (See Appendix A)  

Trouble Type 
Geographic Scope 

ELEC trouble repons associated w i l  
admiiisaative service 
Instances where the CLEC or an ILEC 
customer requess a ticket be "held open" for 
monitoring 
Trouble tickets created for tracking andfor 
monitorins requests for clarifytas infbmathn 
4e.g.. confvmgtion ofcirnemer mners&ip fiom 
CLEC 5 U ~ C J f i  ~ e n t ~ ~ ) .  
Tickets used to track referrals of miwSirrcred 
calls. 

0 

Maintenance and Repair (MR) 
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Sewice Quality Measurements 
Measurement Detail 

Rep~nMonth 1 Repon Month 
CLEC Ticket # 
Ticket Submission Time 
Ticket Submission Date 
Trouble Resolution Time 
Trouble Resolution Date 
'Service 'Type 
WIlV or CKTID (a unique identifier for 
elements combined in 8 service configuration) 
Trouble Type 
Geographic Scope 

SewiceType. 
Trouble T> pc 

0 

Number of Troubles Resolved 
Geographic Scope 

Number of TroubIes Resolved Within Estimate 

Maintenance and Repair (MR) 
LCUG's Service Quality bfeaswwnmrs v7.0 



Access to essential bus,ness functionalit). 
cntrcal IO C1.EC operations lh i r  nieasurr monitorj u hether OSS fiinctionaiit? 1.j at 
least as accessible to the CLfX as i t  IS to the ILEC. 
% S>btem .%\ailabilit> = [(Hours Functionalit? i s  .%\ailable to  CLECs During 
Report Period) I ( Fiumber of Hours Functionatit! mas Scheduled to be A\ ailahle 
During the Period)i x 100 

by the 1LIiC-s OSS. is abso 

- 

For CLEC Results: Ihe total '-number ofhowl f'uncttondtty \+as jcheduled to bc 
available" is the curnulatibe number of hours (b) date and time on 3 ?$-hour ctoch) 
over which the ILEC pianned to otKer and support CLEC accrss to ILEC OSS 
Functionality during the reporting period The ILEC must provide 3 minimum 
advance notice of one reporting period regarding a\dilabi!ity plans and such plans 
must be interface-specific. lfschedulrd a\ailahitir> is not provided with at leas1 onc 
ntporr period's advance notice, then [he default availability for rhe subsequent 
reporting period will be seven dals per week. 24 hours per day. 

"Hours Functionality is ,\\ailable" is rhe actual number of hours. during schcdirlcrd 
available time. that the ILEC gatewah or interface is capable of accepting C 1 . K  I transactions or data files for processing in the ga tmay interface and supporting 

The actual time akailablr is divided hq the schzciuled time akaiIable and then 
niuitiplied by 100 to produce the "9.0 s>5tem availability" measure. The "o/o system 
availability" measure is required for each unique interface type offered by the ILEC 

For fLEC Results: Each OSS of the tLEC that is employed in the support of CLEC 
operations must first be identified by supported functional area (e.g., pre-ordering, 
ordering and provisioniiig. repair and maintenance and billing) with such mapping 
disclosed to the CLECs. The "available rime" and "scheduled available time" is 
gathered for each of the identified ILEC OSS during the report period. The OSS 
firnction availability is computed based upon the weighted average availability ofthe 
subtending support O S S .  That is. the avaiiable time for each OSS supporting a 
functional area is accumulated o\ er the report period and then divided by &e 
summation of the scheduled iwailabie time fbr those same soppotting OSS. 

I 

I Other Clarifications and Qualification: 

0 The IL.EC analogs for this performance nreasure are the internal measures of 
systeni downtime (or up time) typicaliy established bemeen the ILEC Systems 
Management Organization an3 the client orgmintians. 
OSS scheduled and svailable time mal be utilized in the computation of more 
than one functional area. 
Parity exists if the CLEC "9'0 system availability" 2 I L E X  function availability 
for the functionality accessed by the CLEC 
"Capable of accepting" must have a meaning consistent with the ILEC definition 
down time. whether planned or unplanned. for internal 1L.F.C systems ha\ ing a 
comparable potential for customer impact. 
Time is measured in hours and tenths of hours rounJed to the nearest tenth oi  .:n 
hour. 

L 

a 

Genera1 (GE)) 
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Service Quality Measurements 
Measurement Detail 

Interface type offered for each functional area 
(See Appendix A) 
Business Period (8 OOAM to S:OOPRl local time 
versus 8:OOPM tu 8.00Ahf , weekends and 

* 90 Availability of functionality 

benchmark levels based upon a verifiable study of its own operation as agreed to with 
the CLEC, then result(s) reiated to the CLEC operation should be provided according 
to the following levels of performance in order to provide the CLEC with a 
meaningful opportunity to compete: 
* Less than 0.1% of unplanned down time, by interface type. during eitber business 

not adversely affected. Any delay in responding to CLEC center 
e.g., request for a vanity telephone number) will, in turn, 
CLEC retail customer who may be holding on-line with the 

orner service agent. This measure monitors the ILEC's handling of 

11s to the bysiess 

Time of Call Rereipt)ll(Totral Calls Answered by Center) 

Call Abandonment Rate = (Count of Calls Terminated Before Answer During 
the Reporting Period)l(Count of All Calls Placed in Queue During the Reporting 

For CLEC Results: 
Speed of answer {mean time to answer calls) and call abandonment rates are 
monitored through the call management technology utilized to distribute c&ts to 
ILEX agents supporting CLEC activities (Le., call receipt personnel staffig ILEC 
support centers intended for CLEC use). Resuits for each measure are to be provided 
separately for each center handing CLEC inquiries. if centers deployed by the ILEC 
sltpport mutriple functions {e.& both maintenance and provisioning) thm the results 
for each function supported should be separately reported. 

&eat of Answer is determined by measuring and accumulating the elapsed time from 
the entry of a CLEC call inro the lLEC call management system until the CLEC call 

General {GE)) 
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Service Quaiity Measurements 
Measurement Detail 

+EC 
- 

is transferred to the 
The elapsed time is measured in seconds and tenths of seconds rounded to the nearest 
tenth of a second. The accumulated elapsed time is divided by the count of calls 
transferred to lLEC agents for accuracy. 

The Call Abandonment Rate is based on the number ofcails received by the call 
disnibution system of the lLEC center for the reportino, period. regardless whether the 
call actuallg is transferred to ILEC personnel for processing. fn addition. a count i i  
accumulated of all calls that are subsequentlS terminated b) the calling part) or 

i dropped due to equipment failure before transfer to the service agent for processing 
. f h e  accumulated count of calls abandoned (Terminated) is divided b,t the roial count 

m d  to handling CLEC calls for assistance. 

of calls received at the monitored cenrer. 

For ILEC Results: 

S c e d  of .4nswer, as it relates to the I L K ,  L$ 111 be measured in.an identical manner 
as &scribed for the CLEC. The results for the lLEC business ofice operations and 
irs repair bureau operations should be ~ s p ~ a t e l ) -  accumulated, computed and retained 
If fitrther distinctions are made or more discrete tracking is performed within rhr 
1LEC call receipt centers (e.g.. by business and residence). then resufts should be 
r tpned  at the lours? possible level of detail. Where call rrceipi for such operations 
are commingled and inseparable, then only single result for each measure uill be 
generated and serve as the comparative result for both the CLEC repair support and 
I the CLEC provisionins support results. 

Other Clarifications and Qualification: 

Speed of Ansvier minimum service standards, established in many states for 
business office, maintenance center. andlor opcrator services rc.p.resent a similar 
ILEC rneaSure and are derived from identical data (although the result displayed 
may be in comparison to a pre-established standard performance minimum). 
For ILEC and CLEC calk. an ILEC Agent answering and placing the caller on 
hold does not stop timing for purposes of the speed of answer interval. 
An interactive voice response (IVR) unit does not stop the timing fw purposes of 
the speed of answer interval. For a call to be considered answered, the live ILEC 
Agent must handle the CLEC request. 
Resuhj may be reported for the CLEC industry in aggregate to the emnt  that 
*pWair carrier-specific suppon centers are not provided If separare centers are 
providd (either for an individual CLEC or a group of CLECs) then results 
should tx gathered and supplied for each center and reported to the CLEC(s1 
based upon the center providing the specific CLEC's SMPPOR. 

lflhe ILEC call management technology cannot measure speed of answer on a 
'all-specific basis, then an alternate merhodology that simulates speed of answer 
based upon the average time for component parts of the call (e.g., queue to IVR r 
IVR to aueue + aueue to agent answer) can be utilized bqi mutual consent of the 

CIXC maintenanci. Center supporting CLEC 
pvisionins ILEC Center supporting retail 
asomcr maintenance calls. ILEC Center 
supporting twines, office inquiries) I 

Gmmf (GE)) 
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Service Quality Measurements 
Measurement Detail 

Center identifier Center Identifier 
* Center Type CenterType 

Mean Speed of Answer Mean Speed of Answer 

Count of Calls Ansnrtred Count of Calls Anssered 
Standard Error for Mean Speed of Answer Standard Error For Mean Speed of Answr 

! Average ResDonse interval far Real-time OSS Queries 
As an initial step of establishing service. the customer service agent must determine 
such basic facts a5 availability of desired feantres, service delivery intervals, 
teicphrwre numbers to be assigned, the customer's current products and features. 
quatification of the customer's loop for advanced digital services, and'or the validity 
of the meet address. Likewise. maintenance customer service agents also must obrain 
mi-time infomation in order to log customer troubles. In preordering and 

I tmhtenance operations. this ~ p e  of information is  _earhered fmm supporting OSS 
while the customer (or potential customer) is on the telephone with the customer 
sewkc a p t .  Because pre-ordering activities are the f i  tangible contact a customer 
may have with a CLEC and because customers already may be dissatisfied when they 
report a &wble. it is  critical that the CLEC be perceived as equally competent. 
bwledgeable and first as and ILEC customer service agent. This measure is 
designed to monitor the time required for CLECs to obtain the pre-ordering and 
maintenance information necessary to establish and modify service and to log trouble 
repom. Comparisons to ILEC resub indicate whether a CLEC has an equal 
oppormnity to deliver a comparable customer experience when a retail customer calls 
the CLEC with a service inquiry. 

Average Response interval = Z( (Query Response Date 8: Time) - (Query 
Submission Date & Time) ]/(Number of Queries Submitted in Reporting Period) 

For CLEC Results: The response interval for each query is determined by 
computing the elapsed time from the ILEC receipt of a query from the CLEC. 
'whether of not syntactically correct, to the time the ILEC refurns the requested data 
(or reject notification) to the CLEC. Elapsed time is accumulated for each major 
query or transaction type, consistent with the specified reporting dimension, and then 
divided by the associated total number of queries received by &e lLEC during the 
reporting! period. I 
For ILEC Results: The L E C  computation i s  identical to that fur the CLEC with the 
cfarifications noted below. 

Generaf (CEN 
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Service Quality Measurements 
Measurement Detail 

The elapwd time for an ILEC query IS measured from the poinr in time \\hen 
the ILEC customer service agent rubinits the request for identical or similar 
information into the ILEC OSS until the time \\hen [he (LEC OSS returni 
the requested information to the lLEC customer sen ice agent. 
As additional pre-ordering functionalit) is established by the industi: . fi,r 
example with respect to unbundled network elements. the reponing 
dmerisions ma) be e\pancfrd 
Elapsed time is measured in seconds and tenths of seconds rounded IO rhc: 
nearest tenth of a second. 
Elapsed time is to be measured through auroiiiared rather rhan ~ J R U J I  
monitoring and logging. 
The ILEC service agent entry ofa  request for pre-ordering or repair 
information (IO the iLEC OS'S) is considered IO be the equivalent of the 
tLEC receipt of a qucr) from the CLEC. 
The lLEC OSS return of information to the ILEC customer service agent, 
whether in hard copy or by display on a terminal, is  considered equivalent to 

I 
0 

.. . .- 

company 
Interface Type 
Pre-Ordering Que0 Types (See Appendix A) 

0 IbfaimenanceOueru Tvoes isre Artoendix A) I 

None 

0 

0 

0 Response Return Date 
Rewonse ReturnTime 

Interface Type (specific to pre-ordering or 
maintenance and repair) 
Query Identifier (c.g.. unique tracking number) 
Query Receipt Date by ILEC 
Query Receipt Time by 1LEC 
Query Type (per reponing dimension) 

0 Interface Type 

0 Mean response interval 

D 

Query Type (per reporting dimension) 

' QueryCount 
Standard error of the mean response interval 

benchmark lexels based upon a \ertfiabie study of its own operation, then r&ulI(sj 
related to the CLEC operation should meet or exceed the follo\cing levels of 
pdomance  in order to provide the CLEC with a meaningful opportunity to compete 

0 Other than B query requesting >O or more telephone numbers. the response 
interval will be less than or equal 2 seconds for 9890 of the CLEC's queries 
received by the iLEC during the reponing period and no query wdl take 
longer than 5 seconds. 
For queries requesting 50 or more telephone numbers, the response intenal 
i s  never to exceed two hours. 

.i 
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Service Qual it? Measurements 
hkwrenietit Detail 

Rithng (BI) 
- 
Timefiness Of Bilking Record Deli\ery 
Regardless ofuhether the billing is to retail customers or to exchange access service 
customers. ILEC delivel) of billing records must provide CLECs with the 
opportunity to deliver bills in as timely a manner as the ILEC; otherwise artificial 
competitiw advantage t\ ill he rraIiri.4 h> t h t  I t  FC 'fhc. ~'nx:isi time to pro\ide 
recurded usage" and the "mean time to dekiter ~nvoices" metries moniror this 

_II 

I situation. 

Mean Time to Provide Recorded Usage Records -1 \-l(Dala Set Transmission 
Date)-(Date of Message Recording)]j<Cuun: of Al l  %lessages Transmitted in 
Reporting Period) 

Mean Time to Deliver Invoices = X{(Invoice Transmission Date)-(Date of 
Scheduled Bill Cjcle Close)ll(Count of lnioices Transmitted in Reporting 
Period) 

For CLEC Results: 

Uswe Records: This measure captures the elapsed tinie ktuern  the recording of 
usage data generated either by CLEC retail customers or b> CLEC access customers 
{by the A M A  recording equipment associated sirh the IIXC swirch)and the rime 
when the data set. in a compliant format. is successfLll~ transmitted to the CLEC. For 
each usage record, the calendar date and time of usage recording is compared to the 
calendar date and time of successful completion of data set transmission to the CLEC. 
?he number of hours and tenths of hours elapsed betlteen message recording and data 
set transmission wiil constitute the elapsed delivery time. The elapsed delivery time 
i?; acchulated for each usage record with the resulting totat number of hours 

sets transmitted 

I 

' accumulated being divided by the number of cornplere usage records in all the data 

This measure captures the elapsed number of days between the scheduled 
close of a 3ill Cycle ?:!d the ILEC's successful transmission of the associated invoke 
to the CLEC. For each invoice. the calendar date of the scheduted close of BilI Cycle 
is compared to the calendar date that succrssful invoice transmission to the CLEC i 

~ compleres. The number of calendar days elapsed hetxicen scheduled Bill Cycle close 
j arid completion of invoice transmission wilt constitute the elapsed delivery time. The 
~ elapsed detiver). time is accumulated for each invoice with the resulting total number 
1 ofdays accumufated being divided by the number of complete invoices sent in the 
~ reporting period. 

For ILEC Results: ldrnlical computations are made for the IL-EC with the 
' cfarifications provided below. 

Other Clarifications and Qualification: 

.i The eiapsed time for delivery of I L K  usage records is measured from the time 
of message recording. as captured on the lLEC's AklA tape, to the time the 
AMA tape is converted to billing fonnat (EMR f m a t  or equivalent) 
The elapsed time for ILEC invoice delivery is measured from the scheduled close 
date cf the retail customer bill cycle to the production of the customer bill in a 
format appropriate for delivery KO retail customers regardless whether such a 
distribution occurs immediately. 

* 

1 
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Service Quality bleasurerzients 
Illtlasiiretnent Detail 

d fend user or access) or Invoice 

Report Monthly e Rrpon Month 
Record T>w or fnroicc T!pc * Record T)pe or lnroicr f jpe  

I. Mean E>rliien lnten al Slcm Dcli\er) lnts%ai 
Standard Error of &livery Intend 0 ';tandard Enor of Dzl iwq interval 

es or Inbotces Deltverrd 

die folio\+ mg levels of performance in order to pro\ idr the CLtC utth a 
ningfu! oppormnizy to compere 
For usage records, separate!? for xcczs usage air3 end u4er usage 
f Grater  than 99 9*0 recorda rs i r iwd  within 24 hours or us~ge  recording 
'7 Ail u s a ~ c  is rrcerrzd brilhin 4% hours of usage recording 
Greaser than 99.9500 of rota1 sen ice resale inboicrs receiwd \%ithin 10 calendar 

- 
Accaracy of  Billing Records 
'The accuracy of billing records afffts the accuracy of the bilking ukimately delivered 
to local service customers, whether retail local service or exchange access service 
customers. Billinn, for the elements from which CLEC services are constructed must 
be validated io ahue that only correct charges are paid. This katidation is nrcessar). 
to assure that the cost smcture for services is nor inflated. Furthennore. charges such 
as "time and material" related chargsi may be on the invorcc and need to be promptly 
pa$sed on to customers (by CLECs) to avoid dissatisfaction regarding the tiincfiness 
of CLEC billing. Prompt billing of such charges also minimizes cu~t(irner inquirks 
on late billing. Fair competition requires %hat the accuracy of biltrng records (both 
usage and invoices) delivered by the ILEC to the CL€C musf provide CLECs with the 
'apportunip to dcftver bills at least as accurate as those delivered by the ILEC. 
RDJucing and comparing this mrasurcnient result for both the ILEC and CLEC 
allows a determination as to rvh 
Envoice Accuracy = {(Sumber 

or not parity exists. 
ivoices Delivered in &e Reporting Period that 

litme Complete Information, Reflect Accurate Catculations and are Properf! 
Formatted) f Total Number of Invoices Issued in the Reporting Period )I x 100 

Usage Accuracy = {(Number of Usage Records Delibered in the Reporting Period 
Titat Reflected Complete Information Content.and Proper Formatting) / ('Fotti 
Number of Usage Returds Transmitted)f x 100 

For CLEC Results: The conipterenrss of content, accurac? of mfonnatrt.n and 
conformance of formatting wilt be derermined based upon the terms of the individual 
CLEC inrercclnneaion agreements with the ILECs The I1.ISC w i t !  r.itabIish a quality 

Billing (Bi) 
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Service Quality Measurements 

Record Type or Invoice Type Record Type or Invoice Type 
Number of Records With Erron Number of Records With Errors 
Number of Records Delivered Number of Records Created 

If the ILEC docs ROC deliver direct comparative results or the SLEC has not produced 
benchark levels based upon a verifiable study of its own operation as agreed to with 
the CLEC, then result(s) related to the CLEC operation should be provided according 
to the following levels of performance in order to provide the CLEC with a 
meaningbt oppominity to compete: 

Greater than 98% of usage records transmined, by usage type. reflect the agreed 
upon format and contain complete information. 
Greater than 98% of wholesale bills, by invoice type, are accurate. 



Service Quality Measriremerits 

Operator ServicesJDirectq Assistance 8; Listings {OS, DA & DL) 

Speed To . . \n5~rriRer ien Period for Directory Listings 
The speed ofanstsrr delivered to CL.EC retail customers, \\-- 
Operator Services or Director) Senices  on behalf of the CLEC. must be no sitmer 
than the speed of answer that the lL.EC drlikers to its own retail customers of 
equivalent local S K n i i C t S  The average amount of hold ttme that CLEC custuinm 
experience also must not he longer than it is for ILEC customers. In addition. CLECs 
musl be probided !he s m c  opponuntt) to review director) listing updares to Crt l ih  

H-pT) - (Date and Time ctf 
any errors before publication in Hhite p a ~ e s  directories. 
Mean Time To .Insrwr -} :(Date and Time of Cali ?\nsl 
Call Receipt)f/(Totnl Calls Ansrwred on Behalf of theCLECs in Reporting 
Period) 

Mean Tinte Allotted to Proof Listing Updates Before Publication = [Date &Time 
of Director) Publicstion Deadline) - (Date and Time Updatw Avaihbk for 
Pruofingi/(Totrrl Number of Updares Provided for Proofing During Reporting 
Period) 

For CLEC Resutts: Speed o f  answer is monitored through the call rnanaysnwnf 
technolog) used to distribute cails to ILEC agents supporting Ci,EC activities ( I  e . 
calk receipt personnel stdfting Director) Assirtance or Operator Service Positrons) 

' SMed of Answer JS determined by measurrn~ and arcumul 
the entry of a CLEC retail custonier call into the IIXC call 

ating 
man 

;the ela! 
agemenl 

,sed 
: sys 

time from 
tem queue 

until the CLEC retai1 customer cat1 is transferred to the lLEC personnel assigned to 
handling CLEC calls for assistance (bbhetlicr D A  or OS). The elapsed time is 
measured in seconds and tenths of seconds rounded to the neare5t tenth of a second. 

Time Allotted To Proof Listinsr Uodates encompasses the z 
I aRorded to CLEC., for the purposes of validating directory 

tmou 
iistii 

int of ret 
Rgs prim 

r iew 
' t o (  

time 
jirecrory . -  - _ _  

publication. If electronic access permits a CLEC to view, on demand, its customers' 
listings as they will be published. then this measure is not necessary. An interface 
availability measurement. however, should be included within the reponing 
dimensions for the "Gcneraf- OSS s> stems measurements The directory proofing 
interval information should be captured and retained for cash directory published. 
The interval i s  measured from the date and time the CLEC rweives a firm1 listing of 
customer-related information that M. ill be contained uithin the lLEC's nckt director? 
publication to the final date and time fot.submission of changes to the listings 

I providtd. 

For l tEC Results: Identical to process described for the CLEC with the 
clarification prov rded below 

Other Ciariftcations and Qualifications: 

0 The "speed to answer" measure is dlrectiy malogous to speed of answer 
minimum service srandards established within many states. 
Results musf be reported separately for CLECs that use facilities-based 
interconnection, as customer calls to OS and DA will am\e at the operator center 
on unique facilities. For CLECs that use common facilities to deliver customer 
calfs to the operator center, results may be reported for the CLEC industr). m 
aggregate unril the capability to measure specific CLEC results exists. 

Operator Services'Directory Assistance & Listings (OS'DA & DL) 
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Service Quality Measurements 
Measurernsnt Detail 

Operator Sen ices By Center 
Director) Assictanre R> Center - Uirsc~vr) Liztriip ti) Drrcrior) 

Note OSDA Sped IO Answer ts to hs CLEC- 

Month 
T?pe of Measurement (OS Calls. DA Calls or 
Directory Listing 
Center identifier (or Directory ID for DL) 
rMran Speed of Anrcker tOS dl: DA onlj) 
Standard Error for Mean Speed of Answer (OS 
sc D A  onlr, I 
%:umber of Calts hns\\ered (OS & UA only) 
DirecroQ Cloe  Date IUL only) 
List Availability Date (DL only) 

0 Month 

0 

0 

I. 

Type of Measurement (OS Calls, DA calls or 
Directory ttstings) 
Center Identifier (or Directoe ID for DL) 
Mean Speed of Ansfier (OS & DA only) 
Standard Error for Mean Speed of Answer (OS 

Srandard Error for Mean Speed of Ansmer (OS 
& DR oni}) 
Directory Close Date (DL only) 

L DA Oili))  

I 0 Listing Availability Date (DL only) 
If the ILEC does not deliver direct comparative results or the ILEC has not produced 
benchmark levels based upon a verifiable smdy of its own operation as agreed to with 
the CLEC. then result(s) related to the CLEC operation should be provided according 
tr? the following levels of peifonnance in order to provide the CLEC with a 
sle9ningktl ojtportunity to compete: 
* More than 90% of calkanswered by a “iive”apent, separately for OS and DA 

services. within 10 seconds. 
All calls answered by a Voice Responx Unit, separately for OS and DA services, 
within 2 secondi. 

0 Directory Listing review time m y  be no more than 4 hours tess than the I L K ’ S .  - 

Operator Services’Dimctoq Assistance & Listings (0S:DA 8;. DL) 
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Service Quality Measurements 
MeasLiremcnt Detail 

Ketwork Performance (SP) 

Overall trunk blocking experienced by ILEC 2nd CLEC custoniers must be measured 
because blockage on common trunks affects a greater percentage of CLEC roral 
traffic than ILEC total traffic. The ILEC's greater build out of Direct End Office 
Trunkkg (DEOT). using common trunkiny mostly for overtlo\+ traffic from DEOTS, 
creates the disparity. Common trunks.csrry a grater percen:ag:r of CLEC traffic 
because of the CLECs' reliance on tandem interconnection as :heir networks are built 
out. The reliance not only is an economic choice based on 'start-up' traffic volumes. 
but also results from ILEC restrictions on direct end office connections. 

Blocking measurements, as recommended below, or an? call completion cimpnrisimb 
for dedicared final interconnection trunks do not tell the whok sloe of nerwork 
capacity. Timely dciivery of interconnect trunks and augments based on CLEC 
traffic projections rather than current urilrtation is also significant to the capacity 
parity issue and is discussed further in the order completion interval section. To 
protect their customers and their reputations, CLECs keep blocking lerels under 
control on dedicated trunks by holding up new off-net and on-net customer orders. 
installing new customers before lLECs have provided adequate trunking capacit), in 
line with CLEC forecasts and actual business requirements, can degrade service to 
existing and new CLEC customers. 

I(Total number of blocked call attempts (separate 
d and outbound) during the busy hour)/Total number of 

Far CLEC Results: For detcnnining outbound calt blocling. the number of CI..I:C 
customer call attempts, where the customer dials a valid telephone number, i s  
accumulated for the reporting period. The number of blocked call attrnipts 
experienced by CLEC customers, where a call to a valid telephone number mas nat 
completed by the network because of 1LEC-controlled capachy limitations or other 
'ILEC nenvork trouble, also is accumulated during the reporting period. At the end of 
the reporting period,.the total number of blocked attempts is divided by the total 
number ofattempts. and the ratio is expressed as a percentage:. For inbound calling. 
the results will measure calls originating on the 1LEC's network and blocked from 
terminating on the CLEC's network. 

For ILEC Results: The approach is identical to that described for the CLEC, except 

Other Clarifications and Quafifications: 

CLECs may agree to call completion reports in lieu of or in addition to blocking 

Network Performance (NP) 
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Service Quality Measurements 
Measurement Detai 1 

Dedicated Trunk Groups 
Common Tnml, Groups \\'here CLEC;LD 
Traffic Share Common ILEC Tmnlis 
Common Trunk Groups \there CLEC traffic 
nawxws r separate common nenvork from 
ltEC traffic. 
 ailabilit ability of f-dtgit call back-up to PSAP 
locarion 
E91 1:91 I Trunk Groups 
OWDA Trunk Groups 
B> Saitch [Serving CLEC) for CLEC 
By Switch (Sening CLEC) for lLEC 
Company 

I. 

Trunk Capaciy T)pe 
* Trunk Group identifier 
0 Geographic Identifier 
0 Busy Hour and Day 
e CaflsAnempted 

By Switch (Sening CLEC) for CLEC 
0 Trunk Capacity Type 

Trunk Group Identifier 
Geographic Identifier 
Busy Hour and Day 

0 Calls Attempted 

By Switch (Serving CLEC) for ILEC 

Calls Blocked 
If the iLEC does not deliver dire! comparative results or the lLEC has not produced 
benchmark levels based upon a verifiable study of its own operation as agreed to with 
the CLEC, then result(s) related to the CLEC operation should be provided acconcling 
to the following Ievels of performance in order to provide the CLEC with a 
meaningful opportunity to compete: 

Engineering Parameters: 

0 Dedicated Trunk Groups: Not to exceed blocking standard Of B.01 

Common Trunk Groups: 

( I )  \there C L E O  traffic share common ILEC m&s: No more than IYo of 
end offices may have more than 2% bfockage a month based on the Erlang- 
B.01 scale. 

No more than 2% of end offices may have more than 2% blocking. 
(2} Where CLEC traffic traverses a separate common network from LEC traffic: 

p5pe 

Nmoltc P d m a n c e  ("1 
LCt'G'r Scrvice Quaiity Measurements v7.0 



Service Quality Measurements 
hleasiiremerit Detai I 

not@ custcmtrs and regutaton agencies (e.g. E-91 1 agencies. FAA. and other key I cuswtier accounis). 

To rbat end. the JLECs must provide the CLECs uith timely and detailed information 
(pertaining to a nctsorh incident) to afford CLECs she opportunity 10 make prudent 
business decisions rcgsrding rnsnngcmrnt of their ON n customti base and new 0t.k 

For esaniple. tht: ILEC would rniorin rht C L t C  that the nstworh IncidenI \\as caused 
bv a cable cut at a sactcifiecf locatton 

Incident) - (Date and Time ILEC detected network incident)) / Count of Network 
fncidents. I 
For CLEC Results: The results will be based on she time it takes for the 1tEC.s 
Centraked Control Center IO notify the CLEC and ILEC of a customer impacting 
network incident in equipment utilized by the CLEC. &%en the ILEC's Centralized 
Control Center becomes aware of the network incident, they must elecnonicalf y 
notify both the lLEC and the CLEC. 

The notification time for each outage \+ i l l  be measured in minutes and divided by the 
number of outages for the reporting period. 

1 For ILEC Results: Same computation as for the CLEC. 

0 Company None 
Type of Event - By each Reportable Incident 
Grouping (See Attachment A) 

W 0 ReportMonth I 0 ReportMonth 
4 TypeofEvent 
0 Meantime to notify CLEC 
* Number of Events 

6 Type of Event 

Number of Events 
&lean Time to Detect Event 

benchmark levels based upon a verifiable study of its own operation as agreed to wirh 
the CLEC. then result($) related to the CLEC operation should be provided according 
to the following leveis of performance in order to provide the CLEC with if 
meaninghl opportunity to compete: 

Electronic Notification Procedures are required For real-time network incident 
reporting from ILEC to CLEC. 

0 Manual reporting processes may be required until OSS interfaces become 
operational. 

Network Performance (NP) 
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Service Quality Measurements 
Measurement Detail 

underl>ing quain!. of the ILEC nctirork pcrfumancc 'Customers experience the 
rk quality of the sen ice pro\ ider esch tiinr: sen Ices die u s d .  This Inctric. 
collected for both the CLEC and ILEC and then compared. \rill help shou 
zr CLEC network pcrfonnance IS at least at parity wirh i L E f  network 

For CLEC Results: Based upon a random and statisticall) reliabte (at a preset Ir\el) 
sample of network configura:ions employed by the CLEC. the network performance 
parameter (as indicated in the reporting dimension) is  monitored based upon generally 
accepted testing procedures and the resulting parameter valur.(s) recorded. The 
measured values 3rt' accumulated across the sample base and the mean and rtssoct3red 
variance computed. 

For ILEC Results: The approach is identiczl to that described for the CLEC, escrpr 
that the network performance is measured only for representative ILEC service 

ReponMonrh 
Reporting Diensim 
Mean performanct Result 

0 

I. Number of Data Points 
Standard Emr of Mean Perfmmnce 

Rep~rt Month 
I. Reporting Dimension 
e Mean Performance Result 
0 

Number of Data Points 

' Standard Error of Mean Performance 

Network Pcrfonnance (NP) 
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Collocation Provisioning (CP) 

Where KECs NR out ofph)sical collocation space, the) RIJ) h c i o p  sutt~blc. spie 
CtECs also may prefer more cost-efficient a1tcmatke.s that afford control over their 
osn equipment and may seek alternative anangernents from ILECs. The speed at 
which these alternative arrangements (Le. leasing GR-333 compliant access 

-- 

Mean Time To Provide Collocation Arrangement = X l(Date & Time Collocation 
Arrangement is Complete) - (Date & Time Cottation Apptication 
Submitted)l/Surnber of Collocation Arrangements Completed 

% Due Dates Missed = (Number of Orders Not Completed By lLEC Committed 
Due Datepotal  Sumber of Orders Completed During the Reporting Period 

For CLEC Results: 

Mean Time to Rtsoond to Collocation Reauest: The response interval for each space 
q u e s t  is determined by computing the elapsed time from the ILEC receipt of a 
cotfoeah raps- (or inquiry) from the CLEC, to the time the ILEC rems the 
n?quested information or commitment to the CLEC. Elapsed time is accumulated for 
each typ! of collocation space request. and then divided by the associated tota! 
number of collocation requests received by the ILEC during the reporf period. 

Mean Time To Provide Collocation Arranwments: The inten-al is the elapsed time 
from the ILEC's receipt of an order for collocation (from rhr CLEC) to the ILFC's 
rerum ofa  vatid completion notification to the CLEC. Elapsed rims for each order is 
then disidrd by the associated total number of collocation orders completed within 
the reporting period for each type of collocation. The measurement is similar to the 
Average Completion interval for resold services and unbundled network element 
orders aod could be reflected as a separate category of that measurement. 

% Due Dares Missed: For each type of collocation, both the total numben o f  orders 
completed within the reporting interval and the nuniber of orden completed but 
missing &e committed due date (as specified on the initial confirmation returned to 
the CLECS are counted. The resulting count of orden completed later than the 
committed due date is divided by the total number of orders completed. Tile 
meaStiment is similarta the 96 Completed on Time for resold services and 
unbundled network element orders and could be reflected 3s a separate categor) 
withi the YO Cornpieted on Time measurement. 

For I L K  Rbqlts: The lLEC computation is identical to that for the CLEC for 
provision of coilacations to ILEC affiliates. Largely, however, tariff and contract 
stsndards will be the benchmarks that I E C s  must meet for a parity determination 

Collocation Provisioning (CP) 
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Service Quality Measurements 
Measurement Detail 

difficult to drLzlop the appropriate analog. 

Other Clarifications and Qualifications: - - Elapsed time is measured in daj  s and hours 
A response to the collocation request u ill only be considered to be "receilrd ~f 
it IS a thorough and actionable pian f i  e ~ a simple -'>es" or "no" IS not  suffic~rnt) 
Questions about the CLEf's collocation request aiio do not count as a 'receiked 
resDonse '* 

Company 
Type of Collocation 

0 Geoemttic Scone 

Report Month 
Request Identifier le g.. unique tracking 
number) 
Date and Time of Request receipt by ILEC. 
Request type (per reporting dimension) 
Response Dstc and Time 
Committed Delivery D3te and Time 
Actual Delivery Date and Time 
Response Date and Time 
Ceaeraohic Scone 

0 CLEC canceflarions or requested delays. 

Repon Month 
Request Identifier 
Date and Time of Request Receipt b) lLEC 
Response Date and Time 
Committed Delivery Date and Time 
Acmsi Delivery Date and Time 
Geographic scope 

benchmark levels based upon a verifdte study of its own operation as w w d  to with 
the CLEC, then result(s) related to the CLEC operation shouid be provided according 
to the following lei els of performance in order to provide the CLEC with a 
meaningful opportuniry to compete: 
0 

0 

AI1 responses must be provided in 5 business days unless contract'tariff interval 
is shorter. 
All collocations must be provided uithin the applicable contract or tariff 
intervals 
No less than 98% of commitments must be met for Ph?stcal, Virtual arid other 
alrerna!iue collocation offerings. 

Cdlocrtricn Provisionins (CP) 
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Service Qiial ity Measurements 
bfsasurentent Detail 

Database Updates (DU 

director) i i \ r t t~g~.  director) . i b b ~ s t m c e .  ,ind uprrjror 5 t n  ices If.ECs currenil) cvil!rd 
the updating of many essential databases. such as the Line Information Database 
(LIDB); director]. listings, E9 I 1  Automatic Location Identitier (ALI). Master Street 
Address Guide iX1SAG) and selective routing databases. 

In addition. accurafr and timcl) loading of NXSs before the LEKG (Local Eschari~e 
Routing Guide) effectiveness date is vital to CLEC customer’s receiving calls front 
ltEC customers. and it is essential to ensure thar customers are charged correcil) for 
locaf and roll calls Routing of CLEC’i KXXs at the tandem and central office to the 
proper Public Safety Anmering Point (PSAP) for emergency calls also i s  critical 10 
E91 1/91 I st.rvicr. ’ 

(Submission Date and Time of Database Cirange)\fTatai Number of  Updarer 
Completed During Reporting Period 

YO Update Accuracy = IiVurnber of Updates Completed Without Error)!{Numbet 
Updates Comp1eted)l x IOOi 

.For CLEC Results: 

a syntactically correct transaction from the CLEC to the ILEU’s accurate completion 
of updating all databases affected by the CLEC activity. Elapsed time for each 
update is accumulared for each affected database (e&, E91 1/91 1. LIDB. Directory 
and Directory Listings). The time required to update each database is accumulated 
and then divided by the associated total number of updates completed within the 

% UDdate Accuracy: For each update completed during the reporting period, the 
wiginat updare that the CLEC sent to the ILEC is compared tn the Database 
following completion of the update by the ILEC. An updace is “completed without 
error“ if the datab;tse completely and accurately reflects the activiry specified on ttir 
original and supplementat update (e.& orders) submitted by the CLEC. Each 
Database (c.g.. E91 1’91 1. LIDB, Directory and Directory Listings) should be 
separatejy tracked and reported. 

For Il-EC Results: The IL.1.X: compuratwn IS identical 10 that fer t i i t  ULkC with rhr 
ciarifications noted below. 

Other Clarifications and Qualification: 

* For LIDB, the elapsed time For an ILEC update is measured from the p i n t  in 
time when the IIEC’s file maintenance process makes the LIDB update 
informarion available until the dale and time reported b? the ILEC that database 
updates are completed. 
Results for the CLECs are captured and reported at the update level b) Krponin 
Dimenwon (see below). 



Set- v ice Qua f i ty bleas u re ment s 
Measurement Detail 

Cornple& Notice to the CLEU. 
If the CLEC initiates a supplement to The originally submitled update and the 
suppknient retlccts ctranges in custorner requirrrnenb (rarhrr than responding :E) 

ILEC initiated changes). then the update submission date and time will be the 
date and time of ILEC receipt of a syntactically correct update supplement. 
Update acthities responding to lLEC initiated changes will not result in changes 
to the update submission date and time used for the purposes of computing the 
update completion intrnal. 
EiapseJ time is  measured iri hours and hundredths of hours rounded 10 the 
nearest tenth of an hour. 
Because this should be a highly automated process, the accumulation of elapsed 
time continues through off-schedule. weekends and holidays, however, 
schrdufed maintenance windows are excluded. 

0 

0 

0 

Company { Updates Canceled by the GLEC 
* lnitial update when supplemented by CLEC I * ILEC uodates associated with internal or 

Update Completion Date Number of Wpdates 
Update Completion Time Number of Updates With Emrs 

Geographic Scope 

meaningful opportunity to compete. 

0 99.99S0 accurate 
99.9990 cornpiered in 24 hours vi 16O0o completed by E R G  effective date. 

Database Updates (DU) 
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Service Quality Measurements 
Measureincnt Detail 

In terconnection/Un bu ndled Elements it nd Corn binations (1 U E) 
=E 

E 
a I- 

--- 
A\ailability of Setuorli :Iements 
As CLECs use individual elemenrs and element combinations to deiiver unique 
services. UBE functionality must operate properly to ensure that those elements 
support quality retail services. This measure monitors indik idual network elcmenrs o r  
element combinations to ensure that CLECs have a meaningful opportunity to 

- I_ 

cornorte through access to and use of element (or combination) functionality. 
Function Availability' = (Amount of Time' a Functionality is Useable' by a 

--- .- -- 

CLEC in a Specified Period)/(Totai Time' Functionality \.us$ SchedukdTo Be 
Useable) 

Notes: 
1. These measurements may also be expressed in the negative, that is, in term of 
unavailability. 
2. le some instances, rather than time, the availability trill be expressed in terms 
of transactions executed successfully compared to transactions attempted. 

For CLEC Results: Availability will be measured for each unique WE 
functionality (or combination of UMEs). The number of times that the functionality 
executes properly will be shown in coniparison to the number o f  times that the 
execution of the functionality was requested or initiated. Availability can apply to 
both physical and iogical (e.g.. databae) elemenctnn. Physical element availabiliw 
(e.g., links to databases. dedicated transport. etc.) will typically be expressed as the 
percent of time that the functionality is useable compared to the rotal.time in the 
period being observed. "Useable" means that. when monitored, the element indicates 
readiness to operate fe.g.. an electrical (or equivalent) continuit j is detected, expected 
signaling is retuned, etc.). Logical element availability will typically be expressed in 
terms of the number of transactions successfully executed (e.& successful database 
updates, success query responses) compared to the number of transactions attempted. 

Mustmtive examples of avaiiability measures are shown below 
* A-link: minutes unavailable per year 
0 D-link: seconds unavailable per year 
0 Databases: percentage of queries receiving a response 
c Dambases: percentage of queries euperiencirig a return of unexpected values 

For ILEC Results: Identical measurements are performed where the I L K  emp1o)s 
the m e  or reasonably comparable functionality. Where such analogs do not exist, 
the ILEC is expected to establish benchmark performance levels jointly with the 
CLEC requesting the functionality. 

Other Clarifications and Qualification: 
'0 

rn 

The preceding list of elements is  illustrative and is  not to be considered 
exhaustive 
ILEC failure to provide comparably timeIy performance when using comparable 
functionality constinttes discriminatoty access. Where comparable hnctionality 
is not employed, failure to meet or exceed parameters negotiated with the CLEC 
also is discriminatio?. 
For each element or element combination requested. \\here a retaif analog i s  not 
identified, the ILEC is expected IO estabtish both an avaifability measure and an 
availakility standard ( I L K  functional analog or benchmark) unless the CLEC 
waives its right for such D measure. 

InrcrconneaioniUnbundIe~ Elements and Combos (WE) 
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S e rv ice Q ti a 1 it y fl4 ea sure me n t s 
Measurement I k ta i  I 

because of the sruciai role played by such elements in providing quality retail 
services. This mra!;ure moniters indk itfual ncttwrk element ( o r  rlerrienr 

SuccessfuIIy Within the Established Timeliness Standard)/(Number of Times 
Execution of Funetianality was Attempted) 

For CLEC Results: Timeliness will be measured for each unique WE (or 
combition of WEs) that delivers unique hctionaiiry. 7 h e  number of times that 
the functionality executes properly within the established standard time frame will be 
accumulated and shown in comparison to the number of times that the execution of 
the functionality was requested or initiated. 

Itlustrative examples of timeliness measures are shown below: 

0 

For fLEC Results: Identical measurements are performed where the ILEC employs 
the same or reasonably cornparabt'e functionality. Where such analogs do not exist, 
the ILEC is expected to establish benchmark performance levels jointly with the 
CLEC requesting the functionality. 

Other Clarifications and Qudification: 
e 

Database: % transactions experiencing time-outs 
Post Dial Delay: O/O calls routed to CLEC OS plirtform M irhin 2 seconds 

The preceding list of elemerits is illustrative and is  not to be considered 

ILEC failure to provide comparably timely performance \\hen using compwable 
functionality constitutes discriminatory access. Mere comparable functionality 
is not employed, failure to meet or exceed parmeters negotiated with &e CLEC 
also is discrimination. 

Inierconnecrion/Unbundled Elements and Combos (IZIE) 
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Measurement Detail 

requesting CLEC unles that CLEC t\ai\es its right for such 3 meastire 
T)pical Jatabases for r\hkh standards are iurrentl) expected are A?%. I . i IX?  .xi! 

Comparisons of performance should be based upon the criteria for which the 
element \bas engineered. For e\anxple. if the element was engineered based upon 

busy hour criteria, the Lompnrtsan should be based upon rhe CLEC bus) 
iod (likewise for criteria such as busy day, busy season, or ten high 

-I__ 

ults or the lLEC has noi pruducrd 

to the C1,EC operation should he provided according 
ncr in arder to provide the CLEC with a 

InterconnectionNnbundled Elements and Combos (IUE) 
LCUG's Service Quality Measurements v7.0 
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Service Quality Measurements 
Apperidis A: Reporting l>irneiisions 

Appendix A: Reporting Dimensions --- 
Resold Kcsidr.nce POI 5 
Resold Business POTS 
Resoid BKI fSDN 
Resold PRI ISDIU' 
Resold Cenrrcx Ccntreu-lrhc 
Resold Analog P B S  rr1d.q 

Resold DID Trunks 
R-sold Voice-Grade Private Line 
Resold DSI Services 
Resold DS5 Services . 
Resold >DS3 Services 
Other Resold Services 
UNE Platform (at least DSO loop + local switch -+ transpon elemenrs) 
WE Channelized DSI (OS1 loop f multiplexing) 
Unbundled or UNE-derived 8 dB Analog Loops 
Unbundled or UNE-derived ?-wire Digital Loops 
Unbundled or UNE-derived &wire Digital Loops 
Unbundled or LWE-derived ADSL Loops 
Unbundted or UNE-derived HDSL Loops 
Unbundled or CPX-dsrived sDSL Loops 
Other Unbuondfed or UNE-derived Loops 
UNE Analog &itch Port (line side) 
lJNE I3KI Capable Switch Port (line side) 
UNE DSI Switch Port (fine side) 
WE PRI S\i,itcfi Port (trunk side) 
bTNE DIDapable Stvvi:ch Port (trunk side) 
W E  Message Trunk Port 
UNE Dedicated DSO Transport 
WE Dedicated DS f Transport 
UNE Dedicated DS3 Transport 
lnterconnect Trunks [DSOs. DS 1 s and DS35, 
Two-way mmnking, Inbound Augments, separately) 
Common Transport 
ILNP 
PN P 
ILNP-to-LNP con\ ersions 
New Service Installations 
Service Xfigr.itioiis ' W i h x i t  Changes 
Smicr Migrations With Changes 
Local Number Portinp 
Inside Move 
Outside Move 
Records Change 
Feature Changes 
Service Disconnects 
Tmsiation Disconnects 
Standalone Directory Listing (DL) 
Standalone Directory Assistance (DA) Listing 
Standalone DL & D A  Activity 

Appendix A: Reporting Dimenhns 
LCUG's 'Seruice Quality hleasuremtnts \ 7 0 
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Service Quality Measurements 

Obtain Status 
t Obtain Test Results 

Cancel Request 

Cfeannce Notification 
/ *  Closure Notification 

Rejected 0:' Failed Queries (rrgmilrsi of' I> pe) 

Address Errors 
End User Name Doesn't Match II.EC Records 
incorrect Director) Assisrancc I.i\tiny ~ J C  Dale 

Winback (Customer Returned to ILEC) 
Duplicate PON 

t 

ILEC System Problem 
TN Alreadv Disconnected 

b Signal to Noise'Ratio 
0 Idb Channet Circuit hoke 
.I Loop-Circuit Balance 
0 Circuit Notched Noise 

:. s Attenuation Distortion 

t 

Virtual 
Bachhauling to neighboring CO 

.i 

Ph)sical u ithin CO {space created in response to request) 
Physicat outride of CO (spec atail~ble at time of request) 
Physical outside of CO (space created in response to reqlxsr) 

Access to GR-303 compatible conccntrarion equipment I leased LtNE 
alternatiw) 

MSAG 
1. LIDB 

* OSfDA 
* DL 

NXX tables at CU for call completion and NXX routing 

Appendix A: Reporting Dimensions 
LCUG's Service Qualtt) ?4iit'asurcments v7.0 
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Compkre loss of call processing capability from a witch (host'remotes) 
tasting, = > 2 minutes or longer, 
W o r k  h e i d a t  (Loss of Rial Tone) affecting one thousand access lines. 
Media Interest: Any intenuption or outage that ma? cause public or news 
media attention. 

equipment failure (E.G. DACS) > 3 minutes. 

artier systems or two 

g (Any failure of an access module (Ah.1) or resource module 

1 carrier systems (within a switch) 
w (Any working fiber providing customer service tha falls without 

nterea: Any intemption or outage that may cause public or news 

of SIP or SCP > 2 minutes 
y intemption or outage that may cause public or news 

intdinteruffice calling lasting > 2 minutes. (E.G. Toll and/or EAS) 
nterest: Any interruption or outage that may cause public or news media 

office isolation from the E91 f network for = 2 minutes or longer. 
Y%o or mare of the trunking capabilities from an E91 I ondern to the 
serves for = > 2 minures et h g e r  fe.8. ttansiotions, W i n g  frame 

solation h m  the E9 1 I network for J > 2 minutes or hger  (e.g. 
nking problems, e&-) 
le failure that isoiate a cennal office from the E91 I netwoik. 

@SAP b m  &e €9 11 tandem;- A tmnspart eable failwe that resuks in the 10s 
d 25% or more ofthe aunWcitCuits (a-e from an €91 1 uurdem to the 

the E91 I tandem) transport cabte failure that isolates a 

1 
' that 
rrrrp 

A 
.LpI 

x 
111 

that 
r(+pI 
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Service Quality hkasurements 
Amendix A: RePortine Dimensions 

frokites 3 Public Safet). Anstrcring Pilint (I'SAP) t32tdCRl.; or A transport 
equipment failure that results in the foss of X?/, or more of the 
trunks'circuirs (agyegte) from an EQi I tandem to the PSAP5 szrird b! r h a  
tandem 
Federai Government. equipmeni or facility affecting 5 or more militar) 
special communication. isolariik of FAA location or air ground facilities - 
State and local agencies interruptions seriously affecting service to police. 
fire departments, hospitals, press, military. PBS's 

0 

.i 

All Other Troubles 

Outside Dispatch - Out of Senice 
Inside Dispatch - Degraded Semrce 
Outside Dispatch - Drgradrd Serb ice 
No Access or No Trouble Found 

NXXs not loaded properly b) pany other than CLEC'ILEC. 
NXXs not l03ckd p ~ p c . r l y  by ILEC 

Appendix A: Reportirig Dimensions 
1.CUCi's Servtce Quaiiry Xirasurrrnents ~ 7 . 0  
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Service Quality Measurements 
Appei-tdis €3: Ci lossary 

Appendix B: Glossary 

Abandoned Call: 

.Automatic Location 
identiticat ton: 

Anenuation Distortion. 

Call Completion Rare 

Call Delivery Rate: 

Common Tninks 

Completion: 

Dial Tone Delay: 

Direct End Office 
Trunks 

Directory Assistance 
Database: 

Director). Listings 

AouenJis H. Glossary 

AD abandoned call occurs when the caller hangs up afier the call has been 
delivered. but before the receiving party hits answered the call. 

A proprirtac ddnbase developed for E91 1 systems that provides for a visual 
dupla) of the caller's teiephc nc number. address and the nnmes of the 
emergenc) response agencies that are responsible for [hat adJre>\ 1 he h1.l 
dso shows an interim number ponabdrty telephone number if appticable. 

Attenuation Distonion measures the variation in loss at different freyuencies 
across the voice frequent) spectnim (1OOHz - 300 Hz). 

The call completion rate for CLEC customers is determined by calculating the 
total number of cslls placed b) CLEC customers that were completed to the 
cailing dcstination. The number of completed calls is chetl divided by the total 
= of calf attempts made b! CLEC customers during the reporting period. 

The caif d e i i \ ~ 9  rate for C1.k.C customers 1s determined by calculating the 
total f ;  of call> received by CLEC customers. This number of delivered calls is  
then divided by the total X of call attempts received by the ILEC for 
termination to CLEC customers 

Trunks cawing the triiffc frmi more than one carrier. such as the trunking 
bctwrrn a tandem switch and end office switches. 

A completion is the transaction that the ILEC sends to *e CLEC to inform the 
CLEC that a requested order has  been completed. 

The dial tone delay is determined for each triai completed during the reporting 
period by coinpitring the time that trinspircs from a custorner's going off-hook 
and the receipt of dial tone from the servicing central office. It should be 
measured in seconds and tenths of seconds. Post dial delay for each trial i s  
drternirried for each trial completed during the reporting period by computing 
the time tR,ti tiirnspires from M h m  the last digit i s  diafd until if \ a l d  reqxxse 
is received by rhr custmer- i t  stiould be nteasured in second? and tenths of 
seconds 

Trunking from the serving central office to the central offrce switch (Class 5) 
used to connect subscriber loops. 

The database containing subscriber records used to provide live or automaxd 
operator-assisted directory assistance. including 41 1. 555-1212. SPA-555- 
1212. 

Subscriber information, including name, address and phone numbers. that I5  

published in any media. including traditional white ?eIlm page directories. CD 
ROM and other electronic fonnats. 



Service Quality Measurements 
A p p i d i s  13: Cilossaiy 

FQZ: 

(iK.W?-Cornpltant l.oop 
Access Concentration 

Held Orders: 

ldlr Channel Circuit 
Noise. 

! n ter ixe: 

Interim Local Number 
Portability: 

Internaf or 
Administrative Use: 

Jeopard? 

Line Information 
Database 

A FOC is  a Firm Order Confirniation notification, which is the transaction that 
the lLEC will send to the CLEC to confirm that an order can be completed 
An alteniativc to physical and virtuaf collocation that enables CLECs t o  5cne a 
greater number of unbundled loops with less transport and collocation costs 
through teasing GR303-cornplrant rcniotr digital terminals (RDTSj ( ‘ I \  an 
unbundled network element priced on fomard-looking costs+froni the 
ILECs Loops are then ordered to the RDTs and carried over leased transport 
to the CLEC’5 colIocation area f3ellcore Cirnrral Requiremenrs-303 Js.,iri!xs 
a family of generic criteria f o r  integrated access systems that includes open 
interfaces for mix-and-match of ( I )  local digital switches uith RWs as well as 
(7) remote digital terminals and element management rystenis. 

Heid orders are orders that the ILEC has confirmed (an FOC was returned ta 
the CLEC) and that are overdue. 

The idle channel circuit noise for each trial is determined for each trial 
completed during the reporting month b)  computing the difference benveen the 
noise that exists in the channel when no signals are present and the reference 
noise The resulting accumulated idle channel circuit noise for all trials IS 

divided by the totat Y of trials completed during the reporting period. 

The interfxe is the ILEC inrerface that allows the CLEC to access thc ILEC 
system 

An interim service arrangement, such as by use of remote call forwarding. 
whereby subscribers who clmge local service providers may retain existing 
telephone numbers without impairment of quality, reliability or convenience 
when changing local sewice providers and remaining in their current location 
or changing their location or changing their location within the geographic area 
service by the initial carrier. 

The carrier‘s use for intra-cornpan! communications or for operation of its 
business. 

X jeopard! is a transacriun that the lLEU scnds to the C’Lf:c to inform the 
CLEC that a prebious order cannot be processed as specified in the original 
FOC 

A signal control point database (linked by common channel signaling to other 
points in the ncwork) that provides for such functions as calling card 
validation for telephone nuniher cards issued by KECs and other entities and 
validation for collect and billed-to-third-party services. 

Appendix H. Glossary 
LiUCi’s Service Qualit? Measurements v7.0 
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Service Quality Measurements 
Appendix €3: Glossary 

Loop-circuit Balance: 

hlastcr Street Address 
Guide: 

.Yet\\ork incident: 

NXX: 

Permanent Number 
Portability or Number 

Portability: 

Post Dial Delay: 

Pubfic Safety Answering 
f oinr 

' Return of Valid 
Completion: 

Selective Router 

Signal tn Noise Ratio: 

Loops-circuit balance should be measured in decibets and tenths of decibels 
above the reference noise. "Attenuation Distortion" should measure the 
\ariation in loss at different frequencies across the voice frequency spectrum 
(2OOHz - 3.200 Nz). It should bc measured from rhr N1D 10 the slsrtch, and 
from the stbitch to the NiD It IS measured by subtracting the loss at I004 Hz 
from the loss ai the frequency of interest, and should be reflected in tenths of 
decibels. , 

A database defining the geographic area of an E91 1 service. It  includes an 
alphabetical list of the street names, high-low house number ranges. 
community names and erriergrncy senice numbers prosided by the counties or 
their agents 

A network incident is an unplanned network occurrence that results in blocked 
calls 

The three-digit code that indicates the central office switch sewing the called 
party. The NXX is the fcunh, fifth and sixth digits of a telephone number as 
established within the North American Numbering Plan. 

A form of camer nefsvork interconnection where the ILEC designates space on 
the floor of its central oftice for the CLEC to build a cage for its transmission 
equipment. With physical collocation. the CLEC services and maintains its 
own equipment. 

A long-term service arrangement whereby users of telecommunications 
services retain, at the sane location, existing telephone numbers without 
impaimens of quality. refiability or convenience when switching from one 
telecommunications carrier to another. 

Post dial delay is the time that transpires from when the last digit is dialed unttl 
a valid response is  received by the customer 

A pribiic safety communications center that receiLes 91 I calls placed by the 
public in a specific geographic area. 

Receipt of notification that service has been installed or is being provided to 
the customer and such service has been installed or provided. 

A darabase service that automatically routes an E91 1 call to the PSAP that has 
jurisdictional responsibility for the service address of the telephone that dialed 
911, irrespective of the telephone company exchange or wire center 
boundaries. 

Signal fn Noise ratio is the ratio of usable signal being transmitted to the noise 
or undesired signal. 

Appendix B: Glossary 
LCUci's Service Quality Measurements v7.0 
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Service Quality Measwernents 
Appendix B: G1ossn1-y 

Subscriber Loop Loss: 

Subsequent Reports: 

Syntax Reject: 

S)stem- 

Tandem 

Trouble Appointment: 

Troubles: 

Virrual Collocation. 

Subscriber loop toss is determined by computing &e difference between the 
srrength of the signal as it enters the loop and the strength of the transmitted 
signal. Signal strength is measured JJI decibels rounded IO rhe nearest tenth of a 
decibel. The total number of trials completed during the reportins period 
divides the resulting accumulated decimal strength 

Customer trouble reports whew the citstomer calls to check on the sfatus of a 
previous troubie report (initial or repeat) that has not been cleared (closed or 
resolved) at the time of the call. 

A syntax reject is the transaction that an ILEC will rmKn to a CLEC when a 
the CLEC has submitted an order transaction that the KEC's gateway cannot 
process due to violation of published tules for formatting or content. 

The system is the combination of ILEC gatc\\ays. communications links. 
hitrd\iare azid sofhvare that, in combination, is used io perform or support 
business functions or executes supporting transactions. 

A switch between a serving wire center and the end office switches that enables 
multiple carriers to trunk to one point rather than probide direct end offrce 
terminations to ail switches. 

A trouble appointment is a commitment made by the ILEC (to CLEC or to 
customer) to resolve a trouble. 

Troubles include all reported dificulties with performance of resold services or 
UNEs, whether the repon is the initial or a repeated repoR that the CLEC 
refers to the ILEC repair processlinterface for resolution. Subsequent reports 
are categorized separately. 

i\ form of carrier network interconnection where the CLEC provides its 
transmission equipment IO the ILEC to install in the iLEC's network. The 
tLEC then services and maintains the equipment for the CLEC. 

Appendix D: Glossaq 75 
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BEFORE THE PUBLiC UTlLITIES COMMISSION OF THE STATE OF CALIFORNIA 

Order Instituting Rulemaking 
on the Commission’s Own Notion 
into Monitoring Performance of 
Operations Support Systems 

Order Instituting In\ estigation 
on the Commission’s Own Motion 
into Monitoring Performance of 
Operations Support Systems 

R.  97-10-016 

I .  97-10-017 

JOINT MOTION FOR ADOPTION OF PARTIAL SETTLEMENT AGREEMENT 

OF PRACTICE AND PROCEDURE 
PURSUAtNT TO ARTICLE 13.5 OF THE COMMISSION’S RULES 

Pursuant to Rule 51 .l(c) of the Commission’s Rules of Practice and Procedure, Pacific Bell 

(“Pacific”) (v 1001 C), GTE California incorporated (“GTE“) (U 1002 C), AT&T Communications of 

CaIifornia, Inc. (“AT&T‘) (U 5002 C), MCI Telecommunications Corporation (“MCY) (U 501 I C). 

Sprint Communications Company L.P. (“Sprint”) (U 5 1 12 C). ICG Telecom Group, Inc. (“KG“) (t‘ 

5406 C), Cox California Telecom, L.L.C. (Tax") (U 5684 C), Covad Communication Company 

(‘covad“) (U 5752 C), Mediaone Telecommunications of California, Inc. (“Mediaone”) (U 5549 C), 

Northpoint Communications, Inc. (U 5829 C), Time Warner Telecom of California, L.P. (“Time 

Wartier") (U 5358 C), California Cable Television Association (‘%CTA“) , and Electric LighhVaVe, Inc. 

rEL1”) (U 5377 C )  (collectively, the ”Senling Parties”) request that the Commission approve the Joint 

Partial Settlement Agreement Re: Performance Measurements (“Joint PSA’’) entered into by the Settling 



Parties in the abo\e-referenced cotisoiidated proceedings A copy ofthe Joint PSA is provided as 

Attachment A to rhis filing and IS incorporated herein bq reference. 

The Settling Parties subinit that the Joint PSA is reasonable in light of the \\hole record of 

competition in the California local exchange market, consistent with the stated objectives of the 

Commission in this proceeding, and meets the Commission's public interest test for the approwl of 

senlements. The Settling Parties have not reached agreement on all of the performance measurement 

issues. Nonetheless, the Joint PSA resohes a majority of the outstanding issues among the Settling 

Parties regarding the standards of performance of Operation Support Systems (,,OSS") offered by 

incumbent local exchange carriers {"ILECs") Pacific and CTE to Competitive Local Exchange Carriers 

('CLECs'')l in Cafifornia. 

The Joint PSA is the product of intense negotiations and deliberations and reflects 

significant compromises on the part of all the Settling Parties. The Settling Parties believe the 

Joint PSA is reasonable in light of the whole record, arid achieves, for the most part, the 

objectives identified by the Commission at the inception of the OSS 011, and that, therefore, it 

should be approved by the Commission. The Settling Parties agree that IO the extent that the 

PSA addresses issues in this proceeding, the PSA resolves those issues. By seeking approval of 

the Joint PSA, the Settling Parties make no representation by this settlement that the agreements 

within constitute a definitive or a conclusive standard for Pacific's or GTE's compiiance with the 

Telecommunications Act of 1996. By agreeing to the performance measures contained in the 

Joint PSA, Pacific and GTE do not make any admission regarding the propriety or 

reasonableness of establishing performance penalties in any other proceeding. In early January, 

' CLEC meam a common carrier that is issued a Certificate of Public Convenience and Necessity effeaive on or 
after January I ,  1996 to provide focal exchange telecommunications service for a geographic area specifid by 
such a carrier. 

2 



1999- Settfing Parties \ \ I f f  file r\ i& the Coi~i~nis~ioii statements of their positions on the unresofred 

issues regarding perfonriance measures, performance standards, auditing, specification and access to ran 

data. The January submission \\ill include a delineation of the issues. their rele\atice to this filing. and 

suggestions on hosb to incorporate the issues into a comprehensive plan to monitor OSS performance h) 

Pacific and GTE. 

I. THE PARTIES SETTLEMENT PROCESS 

( MTRODU CT I ON) 

On October 9, 1997, the Commission issued an order instituting a rufemaking proceeding and 

iwesrigation (hereinafter, the “OSS OII”) to accompiish several goals. including the determination of 

reasonable standards of OSS performance for Pacific and GTE, the development of a mechanism that 

will alto\:. the Commission to monitor improvements in OSS performance, and the assessment of the best 

and fastest method of ensuring compliance if standards are not met, or improvement is not shown? As 

pan of its OSS 021, the Commission circulated a draft set of performance measurements that coutd be 

used to assess key aspects of OSS performance. (0% 011, Appendix B.) The Commission further 

suggested that the parties might want to re-examine the performance measures and standards in their 

interconnection agreements in light of the performance measures and standards adopted in this 

proceeding . 

A. 

Opening comments on Appendix B of the 3 S S  011 (the draft performance measurements) were 

filed on November 20, 1997. Some commenters proposed performance measurements as alternatives to 

The Development of Performance Measures. 

Appendix 8. Reply comments were filed on December I 1. 1997. I n  April 1998, the CPUC commenced 

a series ofworkshops to address issues raised in the parties’ comments. At that point, Pacific 

supplemented the comments it had filed on November 20, 1997. Afier workshops had been held for three 

J 



t\eeks.. the CPLX stat! directed the parties to continue their development of iiiewireiiients and the 

criteria for an effecthe performance wonitoring program. u ith the objecthe of recoinening the 

\corkshop in May of 1998. To docunient their progress. the parties developed a performance 

measurement matrix that incliidrd the measurement description. fonnula. le\ els of disaggregation. 

reporting groups. report frequency, and highlighted areas of consensus and open issues. 

in late Maj of 1998, the Nevada PUC ais0 commenced workshops on performance 

measurements. In recognition of the \cork being done in the OSS 011 at the CPLIC. the Nebada PUC 

staff required parties to work from the Catifornia matrix. As a consequence, some of the agrecrnents and 

drafiing performance measurements that were made in the Nevada workshops was introduced into the 

ongoing work of the Settling Parties in California. The Nevada PUC held additional performance 

measurement workshops throughout the summer of 1998. Notes of issues, positions, areas of agreement, 

and action items were maintained and updated after each Nevada workshop session, usually in matrix 

format. Once updated. these matrices were exchanged between the parties. Each party that participated 

in the April and May workshops in California received updates of the Nevada negotiating process at the 

same time as those updates were being provided to the individuals who active!y participated in the 

Nevada workshop. 

Members of the negotiating teams kept the staff of the CPUC apprised of developments in both 

the California and Nevada rncdings via e-mail and telephone calls. Based on these efforts, on August 7, 

1998, the CLECs and ILECs jointly submitted a Revised Version of a perfornmnce measurement matrix 

to the CPUC staff. The parties then met with the CPUC staff on August 21,1998, to provide a status 

report on the entire suite of pctfomance measurements and performance standards. 

B. The Development of Performance Standards. 

* Order Instituting Rulemaking on the Conmission's Own Motion into Monitoring Performance of Operations 
Support Systems (R.97-10-016), and Order Instituting investigation QYI the Cornminion's Own Motion into 
iMonitoring Performance of Operations Support Systems (1.97- 10-Oi 7). 
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The de\elopment of performance standards required an examination of \\liether a retad arialog or 

a hcnchrnarh should wnstiture the standard against u liich a particular OSS pcrforinance nieastirenwnt 

shoutd be e\aIuaied.3. On June \9. 1998, the ILECs provided the CPUC staff with statements of 

position on analogs and benchmarks. In late July and mid-August of 1998, respectively, the CLECI a i d  

lLECs ewhanged position statements \\ith respect to analogs and benchmarks to facilitate consensus on 

tbe appropriate standard for as many performance measures as possible. 

In November of 1998, the Settiiny Parties established a drafting subgroup to document the 

agreements reached in the wo-fcshops. The resultant document, the Joint PSA attached to this Motion, is 

intended to be a clefinitike. comprehensive. and self-explanatory reference guide to the reporting of QSS 

performance to the Commission, consistent with the objecthes expressed in the OSS 011 for those 

performance merasiirenients on which the Senling Parties have reached agreement. Each agreed-to 

prrfonnance measurement is defined by its major OSS category, a description, calculation formula, level 

o f  disaggregation. reporting requirements. geographic level, measurable standard, business rules, and 

notes. The foint PSA also identifies the relevant form of measurement, whether parity or benchmark, to 

which the ILEC's performance should be compared. 

C. 

On November 20. 1998, MCI. gave notice to all parties to thio proceeding, pursuant to Rule 

Sotice to Parties of Potential Settlement. 

5 I .I@), that a conference %\auld be held at MCf's offices, at 201 Spear Street, San Francisco. on 

December 3, 199&, for the purpose df discussing serrlement of issues relating to OSS performance 

measurements. A cop) of the notice is  provided as Attachment B. 

The first draft of the Joint PSA was maiied to all parties on the service list on November 27, 

1998. On December 3, 1998, the parties met to discuss the draft Report. The discussion was continued 

on a conference call on December 7, 1998. A second draft of tire Report. which included revisions 

i Reliance upon a "retail analog.' requires a comparison bemeen the ILEC's OSS performance on behalf of a 
C1.E.C with the same OSS function that Pacific provides to itself. If no retail analog exists, a "benchmark" is 
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identified in the prm iwis meetings. \%as distributed on Ucceinbcr IO, 1998. FoIIo~-up  metrtilgs and 

conference calls uere held 011 December 1 I. I998 and December 17, 1998. An additional drafi ofthe 

repon mas sent to aif parties on December is. ?998 and 

21. 1998. Subsequent discussions resulted 111 a further drafi report being distributed on l>scenihcr 3 I .  

1998. 

re\ i w e d  011 a conference call on December 

In addition, the parties participated in a CPUC staff-led workshop OR tkcember I4 through 16. 

1998 to discuss the analogs and benchmarks that should constitute the standards for each perfomiance 

measure. In preparation for fhe uorkshop, Pacific and GTE circulated position statements on analogs 

and benchniaths on December 4, 1998. the CLECs published their corresponding statements on 

December 10, 1998. At the workshop, although agreenient was not reached on all issues, the parties 

were able to significantly reduce the number of issues that need to be resolved by Commission action. 

If. SCOPE AND SUMMARY OF SETTLEiMENT AGREEMENT 

The Joint PSA resolves many of the issues identified by the Settling parties concerning how 

Pacific and GTE's provision of OSS to CLECs should be measured. lr also resolves most, but not ail. of 

the issues regarding the standards by \thich Pacific and GTE's OSS performance should be measured. 

There are, however, oustanding issues which vatious parties request that the Commission must 

resoo[se in order to enact a comprehensibe franie\\ork for evaluating whether the OSS that Pacific and 

GTE offer to their competitors is sufficient meet the requirements of the Telecommunications Act. The 

parties intend to file motions for the Commission's adoption of their positions on open issues in early 

January of 1999, with repiies to those motions to be filed 15 days later. These pleadings should enable 

the assigned Administrative Law Judge to evahiate the state of the record on unresolved issues and to 

rule as needed. 

The Settling Parties submit that the Joint PSA embodies the best efforts of the CLECs, Pacific. 

and GTE to craft performance measurements that describe the quality of OSS being pro\ ided to CLECs 

6 
used to gauge Pacific'$ C)SS performance 



in California. The terms of the Joint W.4 are inore comprehensive tilati the terms contained in the 

c\iuing Ititcrconnection Ayrecmrntj f iC':$s\ that Pacific and CiT'E have u ith the C'LECs u ith respect to 

m e w i r i n ~  the ft&,C's pro\ ision ofOSS. The Settling Partre:, i!i[rnd 10 icicorporatc the term of the Joint 

PSA into their existing and future interconnection aFreernents for focal senice. The parties have not 

reached consensus on how or when the ternis of the PSA should be incorporated into their esisring and 

future interconnection agreements for local senice. Accordingly, the parties have agreed to set forth 

their propowis on this issue in the Jatiuar> 8, 1999 filing ;iddressing open issues. 

UI. THE SETTLEMENT AGREE!VENT IS REASOXABLE 
AKD IS IN THE PUBLIC XNTEREST 

This Commission has recognized the strong public policy of this State favoring settlement. & 

Pacific Belt. D.92-07-076,45 C.P.U.C. 2d 158. 169 (1992). Cornmission policy also favors settlement 

that is "*reasonable in light of the *hole record, consistent with law. and in the public interest." & 

ADdication of GTE California Inc. for Review of the Operations of the Incentive-Based Reeulaton; 

Frarnrtbork Adopted in Decision 89-10-03 1, D.96-05-037, slip OD. (FOF 1) (May 8, 1996); Rule 5 1.  i(e). 

The attached Joint PSA satisfies these requirements. 

The Senling Parties include many of the carriers that ~ o u l d  be most directly affected by the 

standards by which Pacific's and GTE's OSS are provisioned. such as, AT8rT. MCI. Sprint, Cox, ICG, 

%iediaO:re. Covad. Northpoint. Time Warner, ELI. and the members ofCCTA. In turn, thew CLECs 

include some of the iEEC's wholesale customers who are most likely to compete against the ILEC's by 

providing local service options to California consumers. 

The Telecommunications Act of 1996 and the FCC's implementing rules require Pacific and 

CTE to provide competing CLECs with nondiscriminatory access to OSS. In the August 1994 LOCQ~ 

Compejjtion First Report and Order. the FCC commented, generally, that f LECs must provide CLECs 

with access to the preordering. ordering. provisioning. billing, repair, and niaintenance OSS subfrinctions 
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pursuant to the Act such that CLECs are able to perform such OSS functions in -'substantially the sanic 

time and maiiner" as the ItECs can for themselves.4 In August of 199f. the FCC's Antcriwh Opinliarr 

analyzed the nodiscriminatory access requirements of Q'2jl(c) to a Belt Operating Cornpan> '5 (BOC's) 

$27 I application. and clarified that for those OS5 subfunctions with retail analogs, a BOC ''i~iusf 

provide access to competiog carriels that is equal to the level of access that tho BOC provides to itseif, 

its customers or its raffiliates, in t m n s  of quality, accuracy and timdiness."s The FCC further clarified in 

the Amerirech Opinim @at for these OSS functions. with no retail analog. a SOC must off- access 

Parties believe the Joint PSA strikes a reasoneble compromise between all parties' interests in 







This panid settlemenz agreement (hereinafier **the Agreement") is the w r A  product of the 
participating CLffCs and IL.ECs in California. The California Comniission opened the OSS OIl 
prtzceeding in earl) October 1997.' Following approximately three necks of Conirn1ssit.m 
sponsored workshops that ended in May 1998, a working group of CLECs and ILECs continued 
to identi& open issues and clarify some of the consensus that had been tsntativety reached. 
Subsequent findings were shared \tith the larger CLEC community in order to elicit their input 
and resohc open issue>. On August 7, 1998. the C1,EXs and ILEKs submittcd a draf? 
performance measurements matrix to the California Commission staff. Giwn the number of 
remaining open issues. the stafFinstruc:ed the CLECs and ILECs to continue to work to resolve 
as many issues as possible. Since that time. parties have been successful in resolving many of 
the remaining issues. 

In addition to the colIaborative work regarding performance measures. the CLECs and ILECs 
have come to agreement on many of the issues regarding auditing and reporting. Parties have 
also resolved the appropriate analogs for service group types. With respect to analogs and 
benchmarks. lLECs and CLECs provided their informational position papers on December 4'h 
and 1 O* respectively. In order to resolve the open issues that esisted after the filings, the 
Commission stan' held workshops December 14- 16, 1998. The issues that were resolved during 
the workshops have been included in this partiaf settlement agreement. The parties' 
recommendation is that any remaining open issues be decided by the Commission and included 
in the Conimissron's final order in this proceeding. Thest remaining issues will be addressed in 
separate filings in January. 1939. 

Parties are still working on the issue of performance incentives. Thus, incentives are not 
included in this partial settlement agreement nor will they be addressed in the parties' January, 
1999 filings. 

The Commission staff has strongly encouraged CLECs and ILECs to stipulate to a resolution in 
this proceeding. This partial settlement agreement represents such a stipulation by the parties. 
This partial seztlernent report addresses the following: 

the performance measurements 
the formulas for the same 
the levels of disaggregation 

0 the analogs for the service group types (a level of disaggregation) 
* other analogs and the benchmarks, to the degree there is agreement 
0 auditing and reporting 
0 review procedures 

' Order Instrt\itmg Rufrmabins on the Commission's Own iMotion into Monitoring Perfomlance of Operations 
Support Systems (R.97- 10-01 6). and Order hstituting Investigation on the Commission's Own Motion into 
Xlonitoring Performance of Operations Suppon Systems (1.97- 10-013), October 9. 1991. 
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EX EC UT i V E S U M 34 A Rk' 

Performance Measures Bevefopmen t Process 

The Trlccommunic3xion~ . - k t  of 1946 and the FCC's rmptcment~ny rules requlict P ~ i r r i c  3114 
GTEC to provide Ci-Ef's trith nondiscrimimtoq access to OSS. fn the August 1996 1.0c:il 
Competition First Repon and Order. the t-CC commented. gmenll). &ai I[,f-.Cs mil>[ ptt+t :A 
CLECs with acccss to she pre-crdrring. ordering. pro\ isioning. billing. repair. and maiwnance 
OSS sub-functions pursuant to the Act such that CLECs are able 10 perform such OSS sub- 
funetions in "substantiaIIy the same time and manner'' as the ILECs can for themselves'. In 
August of 1997. the FCC's ..Itwwt.cii Opinion analyzed the nondiscriminatory access requirements oZ 
$Zjl(s) to a Bell Operating Cornpan>'s (BOO'S) $27 1 application. and clarified that for tiw,sr 
subfunctions wiith retail analogs, a BOC "must pro\ ide access to conpeliny carriers that is  equal to thc 
lecel of access that the BOC provides to itself, its customers or its affiliates, in terms of qualit). 
accuracy and tirneliness."j The FCC further clarified in the Attierrtech Oprrriotl that for those OSS 
fuactions \.citt\ no retaif analog, a BOC must offer access sufficient to $io\% an efficient competitor *-a 
mranrngful opportunity to compete."J 

Initially, some of the interconnection agreements contained performance measures. In late i 997, 
the California Public Utilities Commission (CPUC) initiated OSS OII/OIR Docket 97- 10-01 6 
and 97-1 0-01 7 to address monitoring the performance of Operations Support Systems (OSS). 
The three stated goals of the Commission's OSS/OII proceeding are: 

"to determine reasonable standards of performance for Pacific Bell (Pacific) 
and GTE California Incorporated (GTEC) in their Operations Support 
Systems (OSS), 

'See, Implementation of the LocaI Cornpetition Provisions in the Telecommunications Act of 19%, CC Docket No. 
96-98, First Report and Order. I 1 ECC Rcd 15499, 15763-64 [ I5  1 S] (1996) Local Competition First Report and 
Order"), afTd in part and vacated in part sub nom. Competitive Telecommunications Ass'n v. FCC, 1 17 F.3J 1068 
(8th Cir. 1997) and Iowa Utilities Bd. v. FCC. I10 F.3d 753 (8th Cir. 1997). modified on rehg. No. 96-5311 (Oct 
14, 1997) (Rehearing Order), petition for cerr. granted, 1 18 S. CI. 879 (1998). 

' See, In the itfatier of Applicution o j  .1merttech Afichigan Piirsiiont to Seriion 271 of'the Conrmitnicutions Act vf 
1934. as amended. To Provide in-Region. InierL.4 TA Senices In Michigan, Memorandum Opinion and Order. 12 
FCC Rcd 20543, 20618-19 ifi;19) (1997) (Amerilech Michigan Or&r), writ of mandamur issued sub nmt. I m w  
UfiIs. Bd v. FCC', Eo. 96-3321 (8th Cir. Jan. 29, 1998). (';9meritreh Opinion"); see also. It? the :tfurrer of 
Application of Belsourh Corporation. et 01.. for Provision of In-Region. InterlA TA services in Lozri.riana 
("BellSourh (Lotrisruna Ilj Opinion ') CC Docket No. 98-121, FCC. 98-271 (10-13-98), paragraph 87 (ciiing 
Ameritech Opinion at 12 FCC Rcd 206 18-1 9). See a b .  Anmitech Opinion at 5 f 3 1, wherein the FCC makes the 
following statement regarding application of the §25i(c) requirements to a BOC's $27 I application: 

"Because the duty to provide accsss to network elements under section 25 l(c)(3) and the dut) to 
provide resale services under section 251(cX4) include the duty IO provide nondiscrimmatoq 
access to OSS functions, an examination of a BOC's OSS performance is necessse to evaluate 
compliance with szc[ion Z7l(c)(ZXB)(ii) and (xiv)." 

&e. Rmeritech Opinion ai f 2 FCC Rcd at 20619 [714 I]; See a h .  BellSourh il.ouisrunu 
Rmeriiech Upinion at 12 FCC Rcd at 206 19). 

(pinton at 787 ~ I W I ~  
I 
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* to develop a mechanisni that will d1ow the Commission to monitor 
improvements in the performance of OSS, and 
tu assess thc best and fastest method of ensuring compliance if standards 3re 
not met or improvement is not shown. A subset of the third goal will be to 
provide appropriate compliance incentit t's under Section 27 1 of thc 
Telecommunications Act of' 1996. tvhich applies solely to Pacific for the 
prompt achievement of OSS irnprovernent~."~ 

The scope of the proceeding included measures, reponing. comparative analogs, benchmarks, 
statisticai tests, audits and incentives. During the second quarter of this year, the CPLiC initiated 
workshops to address many of these issues. The participating CLECs and ILECs have worked 
in a collaborative fashion to resolve as many issues as possible and will address open issues in 
separate filings to be submitted in January. 1999. This report is not intended to address statistical 
tests and incentives. 

Major Ca tegosies 

Measurements developed to help assess the provision of non-discriminator), access to OSS and 
other services, elements or functions were combined into the following broad categories: 

.; Pre-Ordering 

Pre-ordering activities relate to the exchange of information between the ILEC and the CLEC 
regarding current or proposed customer products and services. or any other information required 
to initiate ordering of service. Pre-ordering encompasses the critical information needed to 
submit a provisioning order from the CLEC to the ILEC. The pre-order measurement reports the 
timeliness with which pre-order inquiries are returned to CLECs by the ILEC. Pre-ordering 
query types include: 

Address VerificatiodDispatch Required 
Request for Telephone Number 
Request for Customer Service Record 
Sen ice Availability 
Service Appointment Scheduling (due date) 
Rejected/Failed Inquiries 
Facility Availability . 

. 

.; Ordering 

Ordering activities include the exchange of information between the ILEC and the CLEC 
regarding requests for service. Ordering includes: ( I  the submittal of the service request from 
the CLEC, (2) rejection of any service request with errors arid (3) conftrmation that a valid 

' Order instituting Rulemaking on the Commission's Own Motion into Monitoring Performance of Operations 
Support Systems (R.97-10-016). and Order Instituting Investigation on the Commission's Own Motion into 
Monitoring Performance of Operations Support Systems (1.97- 10-017). October 9, 1997. 
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service reqclrst has bees received and a due date fbr the rrqirsst assigned. Ordering performance 
measurements report on the timeiiness \vith \shich these various activities are completed by the 
ILEC. Also captured \\ithin this category is reponing on the number of CLEC service requests 
that automatically generate a service order in the ILECs' senice order creation system. 

* Provisioning 

Provisioning is the set of activities required to install. change or disconnect a customer's senice. 
it includes the functions to establish or condition physical facilities as tvdf as the completion of 
any required sofiware translations to define the feature functionality of the service. Provisioning 
also involves communication between the CLEC and the ILEC on the status of a service order. 
including an) delay in meeting the commitnient date and the time at n41ich actual completion of 
service installation has occurred. Measurements in this category evaluate the quality of service 
instaiiations. the eficiency of the installation process and the timeliness of notificafions to the 
Ci EC that installation is completed or has been delayed. 

Mrrintmance 

Maintenance in~olves the repair and restoral of customer service. Maintenance functions include 
the exchange of information between the ILEC and CLEC related to service repair requests, the 
processing of trouble ticket requests by the ILEC. actual service restoral and tracking of 
maintenance history. Maintenance measures track the timeliness with which trouble tequests are 
handfed by the ILEC and the effectiveness and quality of the service restoral process. 

0 Setwork Performance 

Network perfornianze involves the level at which the ILEC provides services and facilitates call 
processing within its network. The ILEC afso has the responsibility to complete network 
upgrades efficiently. If network outages do occur, the ILEC needs to provide notification so 
appropriate network management and customer notification can occur by CLECs. Network 
performance is evaiuated on the quality of interconnection.  he timeliness of notification of 
network ottages and the timefines of network upgrades (code openings) the ILEC completes on 
behalf of the CLEC. 

Billing 

Billing involves the exchange of information necessary for CLECs to bill their customers. to 
process the end user's claims and adjustments, to verify the ILEC's bill for services provided to 
the CLEC and to aliow CLECs to bill for access. Billing measures have been designed to gauge 
the quality, timeiiness and overall effectiveness of the lLEC billing processes associated with 
CLEC customers. 
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Collocation 

ILECs are required to p:ovide to CL.ECs asailable space as required by law to allow the 
installation of CLEC equipment. Performance measures in this category assess the timeliness 
tvith which the ILEC handles the CLECs request for collocation as w l l  as hou timely the 
collocation arrangement is provided. 

Database updates for directory assistance/listings and E91 f include the processes by which these 
systems are updated with customer information which has changed due to the service 
provisioning activity. Measurements in this category are designed to evaluate the timeliness and 
accuracy with which changes to customer information, as submitted to these databases. are 
completed by the ILEC. 

Interfaces 

ILECs provide the CLECs with choices for access to OSS pre-ordering. ordering, maintenance 
and repair systems. Availability of the interfaces is fundamental to the CLEC being able to 
effectively do business with the XLEC. Additionally, in many instances. CLEC personnel must 
work with the service personnel of the ILEC. Measurements in this category assess the 
availability to the CLECs of systems and personnel at the ILEC work centers. 

Auditing and Review procedures 

The parties have agreed to most procedures for auditing and review. Descriptions of these 
procedures can be found in Sections IV and V. 

i2rore: This fiemtive Summary is intended lo provide a general background regarding p a r r i e s  ' 
negotiations of the OSS performance measures. The statements contained in the Executive 
Si.rrnmwy are nut intended to be binding on ihe pariies und shali not be tisedfor such pzirposes. 
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Reservation af Rr "ZbtS 

These resenations of rights do not negate the parties agreemen1 resarding performance measures 
and standards as reflected in this scsttlemmt agreement. 

fncorporating the performance measures into the interconnection agreements raises ser.em1 
cornpiex issues that require furrher consideration by the parties. Accordingly, the parties wilt set 
forth its proposal on this issue in the January, 1999 filing addressing open issues. 

By agreeing to the performance measures contained in the joint Partial Settlement Agreement, 
ILECs: 

do not make any admission regarding the propriety or reasonableness of estabiishing 
perfomance penalties; 

resave the right to contest the fevef of disaggregation for purpose of assessing penalties; 

reserve the right to contend that any resulting penalties should viewed as Iiquidatecl damages 
and as the exclusive remedy for any failure of performance; and, 

do not admit that m apparent less-than-parity condition reflects discriminatory treatment 
without further factual analysis. 

* By executing this Agreement, CLECs do not agree with, endorse, or othewise concur in the 
terns of ILECs' reservation of rights. 

CLECs reserve the right to contend that ILEC compliance with the performance rneasuryfs 
and stan.aards in the Agreement does not conclusively demonstrate ILEC cornpiiance with the 
Tefeeomunkatiorus Act of 1996. 

0 CLECs reserve the right to contend that ILEC compliance with &e per€ommce measures 
and smdrtrds does not conclusively demonstrate the exiStence: ofan open Competi~uz: local 
market. 
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28. Usage Timeliness 
29. Accuracy of  Usage Feed 
30. Wholesale Rill Timeliness 
31. Usage Completeness 
32. Recurring Charge Completeness 
33. Son-Recurring Charge Completeness 
34. Bilf Arcuracy 
35, Duplicate Billing 
36. Accuracy of Mechanized Biif Feed 

DATABASE UPDATES 

37. Ayerage Database tipdate Interval 
38. Percent Database Accuracy 
39. E911/!?11 MS Database Update Interval 

COLLOCATION 

50. Average Time to Respond to a Collocation Request 
41. Average Time to Provide a Collocation Arrangement 

INTERFACES 

42. Percent of Time Interface is Available 
43. Average Notification of interface Outages 
44. Ceater Responsiveness 

NOTES: 
1. Nor ail measures czpply to horli ILEC's. 



Report Reqlrirements 
Pre- Orderirr p 

Tide: Aver 

Description: 

i%ktJSOd of 
Calcitlarion: 

Report Period: 
Report Strurture: 

Business Rides: 
Notes: 

ee ResDonse Time (to Pre-Order Queries) 
Req&wmizt Descr phbn 

The response interval for each pre-ordering query is determined by computing the 
elapsed time from the 1LEC receipt of the query from the CLEC, whether or not 
syntactically correct, to the time the ILEC returns the requested data to the CLEC. 

Address VerificationiDispatch Required 
I. Request for Telephone Number 
* Request for Custonier Senice Record 
I. Service Availability 

Service Appointment Scheduling {due date) 
Rejected'Faiied inquires 

Mechanized: 
Sum ({Query Response Date and Time) - (Query Submission Date and Time)) 1 
(Number of Queries Submitted in Reporting Period) 

0 Facility Availability - 

Manual: (Pacific Bell and GTE - CSRs only) 
Sum (( Fax Date and Time Returned) - ( Business Date and Time of receipt of 
valid fax service request)) I (Number of Faxes Submitted in Reporting Period) 
Monthly 
Individual CLECs, CLECs in the aggregate, by ILEC (if analog applies) and ILEC 
affiliate 
By query type and by interface type. including fax 
Statewide 
Pacific Bell and GTE: 
Mechanized: 
(Issue still to be resolved) 
Manual CSRs: 
0 

Pacific Bell and GTE: 
Manual Check for Facilities Availability: 
(Issue still to be resoived) 
0 Elapsed time is measured in seconds. 

Availability of ILEC AfftIiate data for revie- b i l l  bi: determined by the CPUC 
0 GTE does not have the ability to report by query type until ED1 C O M A  is 

imolemented (olanned for 3d Ouarter 1999). 

- 

Standard - 95% in 4 hours (Pacific Bell) 
Standard - (GTE) (Benchmark level still to be resolved) 



i 

Report Requirements 
0 rderiro p Measure 2 

Title: Ave1 

Uescriptioti: 

Report Period: 
Report Stmetwe: 

Reported By: 

12 

;e FOClLSC Notice Interval 

Measures the average time from receipt of a service request to returning a Firm 
Order Confirmation fFOC)/LocA Service Confirmation (LSC). 

Requirement Descr@titm 

Mechanized: 
Sum ((Date and Time of FOC/LSC) - (Business Date and Time of Receipt of 
Valid Service Request)) 1 (Xumbtr of FOCslLSCs Sent in Reporting Period) 

Manual: 
Sum ((Fax Date and Time Returned) - (Business Date and Time receipt of valid 
fax serrke request)) / (Number of Faxes Submitted in Reporting period) 

Monthly 
Individual CLECs, CLECs in the aggregate, by ILEO (if analog applies) and lLEC 
affiliates. 
0 Electronically received/electronicaIly handled 

Electronicalfy received and manually handled 
Manually received and manually handled 

0 By service group type 
e Pacific Bell will report Interconnection trunks by New and Augment 
0 SOT for flow througti orders 
Statewide 
Pacific 8elt and CTE: 
Fully Ei~ctronic/Flow Through: 
(Issue still to be resolved) 

Pacific Belt and GTE: 
Electronically ReceiveJManuaHy Handed (Benchmark Level still to be resolved) 
Manually receivedt'Manuafly Handled (Benchmark level still to be resolved) 

Pacific Bell: CTE: 
1 nle rcon n ec t i on Trunk s Interconnection Trunks 

Standard - Average 7 days (New) Standard - Average 5 days 
Averaee 4 davs IAuement'l 



timc: of xeques& m e i  

rough Saturday, emiuding Sundays and ILEC 



OSS QU Performance Measwemerzts 
Report Reqcrirernents 

Measure 3 Urderiag 

Title: Aver' 

Report Period: 
Report Stmctiwe: 

Reported By: 

Geographic Level: 
Measurable 
Sfamdard: 
Business Rules: 

e Reject Notice Interval 
Requirement Descriptim 

reject inrenal is the elapsed time between the lLEC receipt of air order from the CLEC to 
he lLEC return of a notice of a rejection to rhe CLEC. 
tieebanimd 
;urn ((Business Date and Time of ILEC Transmission of Order Rejection) - (Btrsirxss 
late and Time of Order Receipt)) / (;t oforders Rejected) 
blanual 
;urn ((Fax Date and Time Returned) - (Business Date and Time Receipt of \altd fas  
,emice request)) / (Number of Fakes Submitted in reporting Period) 
vfonthl y 
ndividual CLEC, GLECs in the aggregate, by lLEC (ifanalog applies) and lLEC 
4Gliates 
D Electronically received, electronically handled 

All interfaces 
0 

0 

* 

e Ail interfaces 
0 

e 
* 

Sqntak(edit engine) and content errors (other edits) 
Resale orders and Facility basedNNE orders 
SOT (issue still to be resolved) 

B Electronically received, manually handled 

Syntax (edit engine) and content errors (other edits) 
Resale orders and Facility based/WE orders 
SOT (Issue still to be resolved) 

Manually received and handled (fax) 
Resale orders and Facility based/UNE orders 
SOT (Issue still to be resolved) 

B 

Statewide 
(Issue stitl to be resolved) 

e 
e 

ESapsed time calcuIated in hours. 
Calculation of requests received after the end of the business day starts at the 
beginning of the next business day. Business d3y is defined as published hours 
of operation for the ILEC. 
Business day = Monday through Friday, excluding weekends and ILEC 
published holidays (PB). 

e Business day = Monday through Saturday, excluding Sundays and ILEC 
published holidays (GTE) 

e Excludes non-business days 
0 Availabilitv of ILEC AfftIiate data for review will be determined bv the CPUC 



Report Requirements 
Measure 4 

Title: Percentage of Flow-Through Orders 
Rewirement Desci$ptidm 2':: .". Area 

Description: 

Remrt Period: 
Repurt Strrrcrwe: 
Reported By: 

Geographic tor?& 

Btisimss Rides: 

Notes: 

- - 
Measures the percentage of mechanized service requests processed on a flow 
through basis. 

[(Number of valid mechanized orders that flow-through without manual 
intervention) 1 (Total valid mechanized service requests)] x 100 

Monthly 
Individual CLECs. CLECs in the aggregate, and ILEC Affiliates 
0 All electronic interfaces 
0 

0 

SGT/SOT (including PNP) limited to those cumntly programmed to flow- 
through 
SGT/SOT aggregate data includes all service group/service order 
combinations received electronically. 

Statewide- 
The process to evaluate performance on this measure is  under development. 
rssues, if any, are not yet finally defined. Final resolution depends on 
completed devetopment of an agreed to Flow-Through Pian. 

Availability of ILEC Affiliate data for review will be determined by the 
CPUC. 



OSS UII Performame Measurements 

Pruvisiciriinlg[ Measure 5 

Report Req rr irements 
- 

Tide: Percentage of Orders feooardized 

Percentage of total orders processed for which the i E C  notifies the CLEC that the 
work wilf not be completed as committed on the original FOC. 
(Number of Orders Jeopardized) / (Number of Orders Confirmed) s IO0 

$1 onth1 y 
Individual CLEC, CLECs in the aggregate, by iLEC (if analog app1ies)and ILEC 
Afiliates 

By electronic herface 
By service group type 

0 .  BY lack of facilities and all other 
Statewide 
Parity for Resale is Retail for. 
Pacific Bell land GTE 
Parity for UNE measured 
for the fotluwirg UNEs: 
2/J# (Sdb) analog loop 

(inci Coinlanalog PBX) 
24w (5.5 db) assured analog 
loop 
Zw digital loop(1SDN capable) 
2w digital loop(xDSt capable) 
4w digital loop (1.544Mbps 
capabl&DSt) 
W E  Pon-Basic AnaIoglCoin 
UNE Port-CENTREX 
L%;E Pofl-ISDN (BRI) 
CXE POC~-DS~~ISDN-PRI 

(1nc1. DSI line port) 
USE Port-PBX DID 
b3F &&sated Transport 

(incl.DS1 and DS3) 
CINE Platform IPB only 

Pacific Bell Retail 

POTS - Business (fielded) 

POTS -. Business (Assured) 

tSDN(BRtf 
ADSL 
iSDN(PRIyDS1 

POTS - Business (fielded) 
CENTREX 
CENTREX 
DSl/ISDN(PRl) 

PBS DID 
HICAP 

Analogous Remil Service 
1LECDedicaied Trunks 

GTERefait 

R i  Dispatch Non-Designed 

Dispakh Designed Services 

Dispatch Designed Services 
Dispatch Designed Services 
Dispatch Designed Smices 

CentnNet-Simple 
CrntmNrt 4-omp1q.i 
Csntra,\irt -Complex 
C'entraNel Complex 

Centra% -Complex 
HICAP Designed 

N/A 
lLEC Dedicated Trunks - Interconnection Trunks 

Excludes delays for customer reasons. 
0 Availability of ILEC Affiliate data for review will be determined by the 

CPUC. 
e CLECdILECs agree to postpone implementation of this measure until process 

is mechanized. (P*B - end of 2"" quarter 'I 999). 
0 ADSL was selected as the andog for resale services and W E  DSL 2-wire loq  

because it currently is the most relevant analoe. 



OSS OII Performance Measurements 

Pravisimiirtg Measure 6 
Report Req iriremeaz ts 

a. . . 

Report Periud: 
Repurt Stmctrrre: 
Reported By: 

.. 
Geogruphic Level: 
Measurable 
Standard: 
BuFiness Rules: 

Notes: 

ze Jeopardy Notice fnterval - Pacific BeII 
Req&mtwt Desctprion 

Measures the remaining time between the pre-existing committed order completion 
date and time (communicated vis the FOC) and the date and time the ILEC issues 
a notice to the CLEC indicating an order is in jeopardy of missing the due date (or 
the due data time has been missed). 
Assignment: 
Jeopardies identi@Dd ditring assignment 

Sum ((Date of Committed Due Date for the Order) - (Date of Jeopard> Sotice)) / 
(3urnber of Order Jeopardized) 

Instattation. 
Jeopariizrs identified diiring instulliition prior to drrr iinie 

Sum ((Date & Time of Committed Due Date for the Order) - (Date & Time of 
Jeopardy Notice)) / (Number of Installation Jeopardy Notices) 

Nufificarion of MsseJ Commitments 

Sum(Due Date and Time of Missed Commit Notice - Due Date and Time of Order) 
I jNumber of Missed Commit Notices) 

Monthly 
individual CLECs, CLEO in the aggregate, and ILEC Affiliates 

0 By electronic interface 
o By service group type 
0 By lack of facilities and all other 

-- Statewide 
(issue still to be resolved) 

0 Excludes delays for customer reasons. 

0 Availability of ILEC Affiliate data far review will be determined by the CPUC. 

if the ILECs' poky  changes regarding jeopardy notices to their Retail 
customers, this measure should be evaluated for analog. 

CLECsALECs agree to postpone implementation of'this measure uritit process 
is mechanized. (P*B - end of 2"" quarter 1999) 

0 



OSS OII Performame Measurements 

Ivotes: 

he due dateltirne has been missed). 
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Title: Aver 

Report Period: 
Uepr t  Structure: 

Uerzorted Bu: 
Geographic Level: 
icfeasuruble 
Standard: 

Business Rules: 

ie  Completed Interval 
"I Reqcciremend Descr@tiun 

Average business days from receipt of valid, error-free service request to 
cornufetion date in service order system for new, move, and change orders. 
Total business days from receipt of valid. error-free service request to completion 
date in service order system for new. move and change orders I Total nen . move 
and change orders 

__ 

Monthly 
IndividuaI CLEC, CLECs in the aggregate. by ILE('(if analog applies), and l tEC 
Affiliates 
By service group type and fieid uorkno field \so& where applicabie. 
Region (PS), Statewide (GTE) 
Parity for Resale is  Retail for 

__. 

Pacifrr Befl and GTE. 
Parity for UNE measured 
for the following UNEs: 
2 / 4 ~  (8db) analog loop 

[ mel. Coidanaiog PBX) 
2 4 ~  (5.5 db) assured analog 

2m digital IooptiSDN capable) 
2w digiral loop(xDSL capable) 
I w  digitat loop (1.SMMbps 
capableWDSt ) 
WE Port-Basic Analo@/Coin 
U" PonCENTREX 

I M P  

W E  Port-ISDN (BRI) 
IINE POn-DS 1 'ISDS-f'RI 

(inct. DS I line port) 
W E  Port-PBX DiD 
LWE Dedicated Transpon 

(incl.DS1 and DS3) 
t M E  Platform (PB only) 
Interconnection Trunks 

Pacific Bell .Retail 

PO I3 - Business I f d d e d )  

POTS - Rusiness (Assured) 

ISL)N{L3Rl) 
ADSL 
ISDN( PRI)IDSI 

POTS - Business (fielded) 
CEhTREX 
CENTREX 
DSl'lSt)k(PRI) 

PBX DiD 
HICAP 

Analogous Retail Service 
iLEC Dedicated Trunks 

GTE Retail 

81 Dispatch Non-Designed 

Dispatch Designed Sen ices 

Dispatch Designed Serviccs 
Dispaich Designed Sarices 
Dispatch Designed Sewim 

CentraNet-Simple 
CentraXet -Complex 
Centrabkt -Complr\ 
CentraSct -Complsx 

CentraNet -Complex 
H1C.Q Designed 

N/A 
ILEC Dedicated Trunks 

0 Excludes customer requested due dates beyond interval offered, and orders 
delayed for customer reasons. 

0 Incorporation of the results for Projects is currently under study by the ItECs. 
Parties have agreed to study projects for %p to 50 lines". 

0 Availability of ILEC Afftliate data for review will be determined by the CPUC 
ADSI, wits selected as the analog for resafe services and UNE DSL 2-wire loq 
because it current'iy is the most refevant analog. 

e Currently, Pacific can not difkentiate between residential and business 2-wire 
(Bdb) Therefore, the Measurable Standard for such loops is POTS-Business. 
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OSS 011 Performame Measurements 
Report Requirements 

Pro visioit iiig Measure 8 

Title: Percent Comoleted Within Standard Interval 
Area 

Report Peritxi: 
Report Sfrucfme: 

Ueported By: 
Geographic Lerel: 
Wensurobte 
Standard: 

Business Ru1e.s: 

Notes: 

Reauirement Descriotion 
Measures of orders completed within the standard interval of receipt of valid, 
mor-free service request. 
Total New. Move and Change Orders completed Within the Standard interval of 
Receipt af Valid, Error-free Senice Request / 'Total New. Move and Change 
Orders 
Monthly 
[ndividual CLEC, CLECs in the aggregate. by ILEC (if analog applies). and ILEC 
A ffi f iates 
Bv service erour, tvDe excluding services with flexible due dates. 
Region (PB). Statewide (GTE) 
Parity for Resale is Retail for 
Pacific Bell and GTE. 
Parity for L'NE measured 
For the following UNEs: 
2 Ju (5.3 db) assured analog 
IWP 
2w digital Ioop(1SDN capable) 
Z w  digiral loop(xDSI. capable) 
4 s  digital loop (1.5JJXlbps 
capablt/HDSL) 
U" Port-Basic AnalogXoin 
LWE Port- CENTREX 
[!NE Port-ISDN (BIU) 
['NE POrt--i)S I/iSDN-PRI 

LYE Port-PRX urn 
L'NE Dedicated Transport 

f ind.  351 and DS3) 
[*'%E Platform (PB only) 
Interconnection Trunks 

(incl. DSI line port) 

Pacific Bell Retail 

POTS - Business (Assured) 

POTS - Business (fielded) 
CENTREX 
CENTREX 
f X 1 ,  ISDN(PR1) 

Analogous Retail Service 
lLEC Dedicated Trunks 

GTE Retail 

D iqtch  Desrgned Serb ices 

Dispatch Designed Sen ices 
Drspatch Designed Srrr ices 
Dispatch Designed Sen LLCS 

CentraNet -Simple 
CenrraYet -Complex 
CentraNct -Complex 
CentraNet -Cumplcx 

CenrraXrt -Comple\ 
HICAP Designed 

"A 
ILEC Dedicated Trunks 

e Excludes customer requested due dates greater than the standard interval, and 
orders delayed for customer reasons. 
Excludes services with flexible due date ;.e., Basic Exchange sen~iccslPO1'S 
(PB), and B I R l  Service (GTE) 
Incorporation of the results for Projects is currentIy under study by the ILECs. 
Patties have agreed to study projects for "up to 50 lines". 
Availability of ILEC Affiliate data for review will be determined by the CPtJC 
ADSL was selected as the analog for resale seryices and UNE DSL 2-wirr loo€ 
because it currently is the most relevant analog. 

* 

e 

I 
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Title: Coordinated Customer Conversion as a Percentage On-Time 

Bmittess Rules: 

Measures the percentage of coordinated orders (TBCCYCHC) completed on time* 
for all orders where CLEC has requested coordination (induding PNP). 

* 'Vote: "On rime" means withiti one hour of cornrnirted order &re rime 

((Number of coordinated orders completed by due date and time) / (Count of 
coordinated orders completed in reporting period)) x 100 

Monthly 
individual CLEC, CLECs in the aggregate, by ILEC (if analog applies), by fLEC 
Affiliates 
Residence and Business conversions, including PNP 
Statewide 
Parity for Pacific ]Bell and GTE, except for PW: 

Pacific Bel1 Retail GTE Retail 

Coor. Conversions (Res.) Coor. Conv. -Res C w .  Conv. -Res 
Cow. Conversions (Bur] Cwr Cow. -Bus Cuor Conv. -&s 
Coor. Conversions fPXP-Port Out) Coor. Cow. - (PNP-Port 1dBack) Coor font -~PNP-PQT? IdBach) 

0 Excludes CLEC caused misses 
0 Applies to CLEC requested coordinated orders only (including Number 

Portability orders where coordination is requested by the CLEC). 

0 Availability of ILEC Af'filiate data for review will be determined by the 
CPUC. 



OSS 011 Performance Mensurerttents 
Report Reqtiirernents 

Title: PNP Network Provisioning 
. ...i Area . 

Description: 

ptfethud of 
falculatian: 

Rrport Pc-riod: 
Report Srructum: 

Reporied &: 
Gewraphic Level: 
Measurable 
Stundizrd: 

Business Rules: 

Notes: 

Requirement Description 
Wzasures PNP network provisioning failures as a percentage of the total number of 
NPAC broadcasts of telephone nilrnkr subscription versions to port. 
[No agreement has reached among parties on this measure at this time.) 
[Total number of PNP neti\ork provisioning failures / Total number of  NPAC 
porting broadcasts) x 100 

blonrhl y 
individual CLEC.KEC's in the aggregate. by ILEC (ifanalog applies). and ILEC' 
Affiliates 

Statewide 
Parity for Pacific Bell and GTE 

Provisioning failure data will be collected at two points in the provisioning 
process: 

e 

e 

Partial failures of NPAC broadcasts to reach and be processed by the 
ILEC LSMS 
Individual netv.ork database failures - failures to provision between the 
fLEC LSMS arid PEP network databases (STP or SCP) 

0 

* 
Excludes total failures from the NPAG to all LSMS systems. 
Excludes broadcasts failing due to a lack of GTT information made a\ ailabfe 
to ILEC ( no SS7 signaling agreement in place between ILEC and CIXC) 

0 lvailability of 11 EC Affiliate data for review wit1 be determined by the CPLX. 



OSS 011 Performance Measirrenzerzts 
Report Rey tiiremen ts - - 

J 

Provisiorr irtg Measure I 1  

Title: Percent of Due Dates Missed 
Requiremeat Descriptii%-‘*-’* ”- 

Rerrorted Bv: 
Geograplttic Levei: 
$feasrcrs ble 
Standard: 

Business Rules: 

Notes: 

- - 
Measures the percent of new, move and change orders where installation was not 
compieted by the due date. 

(Toral Number of blissed Due Dates Due to lLEC Reasons for New, Mcve and 
Change Orders / Total Number of New, Move and Change Orders) s 100 
Monthly 
Individual CLEC. CLECs in the dggregats. by ILEC {ifanalog applies), and by 
ILEC Affiliates 
By service group type and Field Ct’ork/No Field Work as appropriate 
Region (PB), Statewide (GTE) 
Parity for Resale is Retail for 
Pacific Bell and GTE 
Parity fer UNE measured 
for the foliowing UNEs: 
Zi-lw (8db) analog loop 

(inct. Coim’analog PBX) 
211w (5.5 db) assured analog 

2w digital loop(1SDN capable) 
2w digital loop(xDSL capable) 
4w digital loop ( 1.544Mbps 
capabteMflSL) 
U X E  Port-Basic AnalogXoin 
W E  Port-CENTREX . 
b%E Po+[SDN (BRI) 

loop 

USE Port-DS I:ISDN-PRI 
(incl. DS 1 line port) 

WE Port-PBX DID 
[%NE Dedicated Transport 

WE Platform (PB only) 
(incI.DSI and DS3) 

Pacific Bell Retail 

POTS - Business (fielded) 

POTS - Business (Assured) 

ISDN(BRi) 
ADSL 
I SDN( PRI )/DS i 

POTS - Business (fielded) 
CENTREX 
CENTREX 
DSIiISDN(PR1) 

PBX DID 
HlCAP 

Anaiogous Retail Service 

GTE Retail 

B1 Dispatch Kon-Ekszgned 

Dispatch Designed Sen ices 

Dispatch Designed Services 
Dispatch Designed Services 
Dispatch Designed Sewices 

CenmVer -Simple 
Centrasei -Complex 
Centra3er -Complex 
CentriiNet -Complex 

CentnXer -Cumplcx 
HICAP Designed 

NfA 
interconnection Trunks ILEC 6edicated Trunks ILEC Dedicated Trunks 

Excludes customer misses 
a Due date is defined as either original due date or find due date if the original 

due date was missed due to customer reasons. 
0 Availability of ILEC AMiliate data for review will be determined by the CPUC. 
0 When results are less than parity for a reporting period, lLECs will provide 

disaggregation by Missed Appointment reason codes as diagnostic data. 
0 ADSL was selected as the analog for resale services and W E  DSL 2-v.ire loop 

because it currently is the most relevant analog.. 
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OSS 011 Performance Measurements 
Report Requirements 

Provisioir ing Measure 12 

Percent of Due Dates Missed Due to Lack of Facilities 

Business Rules: 

Notes: 

24 

Requirematt Deseriptton 
Measures the percent of new, move and change orders missed due to Iack of 
facilities. 

Note: Results also included in Measure “Percent Missed Due Dates” 
((Total New, Move and Change Orders Missed Due Dates Due to Lack of 
Facilities) I (Total Number of New, Move and Change Orders)) x 100 

Monthly 
individual CLEC, CLECs in the aggregate. by ILEC (ifanalog applies), and by 
ILEC Affiliates 
By service group type and Field WorWNo Field Work as appropriate 
Region (PB), Statewide (GTE) 
Parity for Resale is Retail for 
Pacific Belt and GTE 

Parity for UNE measured 
for the LIIawing UNEs: 
Z 4 w  (8db) analog loop 

(incl. Coinfandog PBX} 
2/4w (5.5 db) assured analog 

2w digital loop(1SDN capable) 
2w digital ioop(xDSL capable) 
4w digital loop (1 S44Mbps 
capable/HDSL) 
W E  Dedicated Transport 

(incl. DSl and DS3) 
W E  Platform (PB only) 

loop 

Pacific Ref1 Retaii 

POTS - Business (fielded) 

POTS - Business (Assured) 

ISDN(BRI) 
ADSL 
ISDN(PRI)IDS! 

HICAP 

Analogous Retaii Service 

CTE Retai1 , .  

B1 Dispatch Nan-Designed 

Dispatch Designed Services 

Dispatch Designed Services 
Dispatch Designed Services 
Dispatch Designed Services 

HICAP Designed 

N!A 

lntrrconeertion Trunks ILEC Dedicated Trunks ILEC Dedicated Trunks 

0 Due date is defined as either original due date or find due date if the original 
due date was missed due to customer reasons. 

0 Availability of ILEC Afiliate data for review will be determined by the 
CPUC. 

0 ADSL was selected its the analog for resale services and UNE DSL 2-wire 1001 
because it currentlv is the most relevant analoe. 



OSS 011 Performance Measwements 
Repmt Requirements - d#!m 

Provisioning Measure 13 

Tiile: Dela 
. .: Area 

Description: 

Report Period: 
Report Strtmwe: 

Reported By: 

Geugrapltic Level: 
Measurable 
Stundard: 

Order Interval to Completion Date (For Lack of FaciIities) 
Reipuewnt Description 

Measures the average calendar days from due date to completion date on company 
missed orders due to lack of ILEC facilities. 

Sun1 (Completion Date - Committed Order Due Date (for orders missed due to 
lack of ILEC facillities)) ! (Number of Orders Missed due to Lack of f LEC 
Facilities in the Reporting Period) 

Individual CLEC. CLECs in the aggregate, by ILEC (if analog applies), and by 
Monthly _.. 

ILEC Affiliates 
By service group type 

0 

Statewide 
Parity for Resale is Retail for 
Pacific Bet1 and GTE 

Disaggregated by 1-30 days, 31 -90 days and >90 days 

Parity for UNE measured 
for the following UNEs: 

2/4w (8db) analog loop 
(inct. Coiidanalog PBX) 
Zl4w (5.5 db) assured analog 

Zw digital loop(1SDN capable) 
2w digital Ioop(xDSL capable) 
4w digital loop (1.543MBPS 
capablelNDSL) 
LWE Dedicated Transport 
UNE Platform 

loop 

Interconnection Trunks 

Pacific Bel1 Retail 

POTS - Business (fielded) 

POTS - Business (Assured) 

ISDN(BR1) 
ADSL 

lSDN( PRI)IDS t 
HlCAP 
Analogous Retait Service 

lLEC Dedicated Trunks 

GTE Retail 

€31 Dispatch Non-Designed 

Dispatch Designed Services 

Dispatch Designed Services 
Dispatch Designed Services 
Dispatch Designed Services 

HlCAP Designed 
N/A 

fLEC Dedicated Trunks 

0 

Availability of ILEC AfWiate data for review will be determined by the 
CPUC. 
ADSL was selected as the analog for resale services and UNE DSL 2-wire loot 
because it currentiy is the most relevant analog. 



USS 011 Performance Measurements 
Report Requirements 

Measure 14 Pro visioning 

Titie: Held Order Interval 
. Area Reg arirement Description 

Measures the time period that service orders are not completed by the original due 
dates for all ILEC reasons (inciuding lack of facilities). 
Sum (Reporting Period Close Date - Committed Order Due Dare) 1 (Number of 
Orders Pending and Past the Committed Due Date) 
,Yoit. For ctN orders pending (mil past the cornmiffed due date. 

individual CLEC. CLECs in [he aggregate. by ILEC (if analog applieb). bq 1 L . K  
Affiliates 
e By senrice group type 
Statewide 
Parity for Resale is Retail for 
Pacific Bet1 and GTE 

- -I Monthiy Reporc Period: 
Ueport Structure: 

Reparted By: 
Geographic Levef: 
.Measirrubk 
Statmdard: 

Parity for UNE measured 
for the following UNEs: 
314w (8db) analog lovp 

(inct. Coinlanalog PBX) 
3 4 ~  (5 .5  db) assured analog 

2w digital loop(1SDN capable) 
Zw digital lmp(xDSL capable) 
4w digital loop ( I  .544Mbps 
capablcMDSL) 
b%E: Port-Basic AnalogXoin 
UNE Port-CEN IREX 
bTE PO~-.ISUN'(BKI) 
LWE Port-DS IIISDN-PRI 

(incl. DS1 line pon) 
W E  Port-PBX DID 
It%E Dedicated Transpon 

tWE Platform {PB only) 
(incl.DS1 md DS3) 

Pacific Bell Retail. GTE Retail 

POTS - Business (fielded) BI Dispatch Non-Designed 

IXspatch Dssig,nned Sen ices 

Dispatch Designed Services 
Dispatch Designed Services 
Dispatch Designed Services 

ISDN(BRI) 
ADSL 
ISDN{PRIjtDS I 

CmtraSet-Simple 
Cenrraki -Cornpie\ 
CentnNet -Complex 
Centra&% -Complex 

PBX DID 
HICAP 

CentraNet Complex 
HICAP Designed 

Analogous Rerail Service 

Interconnection Trunks ILEC Dedicated Trunks lLEC Dedicated Trunks 
Business Rides: e Excludes customer caused misses. 

0 Availability of ILEC Affiliate data for review w i l l  be determined by the 
CPUC. 
When results are less than parity for a reporting period, ILECs will provide 
disaggregation by Missed Appointment reason codes as diagnostic data. 

0 ADSL was selected as the analog for resale services and UNE DSL 2 - w h  luol 
because it currently is the most relevant malog. 

Notes: 
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OSS 011 Performsnce Measurements 

Title: Provision it 

Report Period: 
Report Structure: 

Repurred By: 

Troubte Reaorts i Prior to Service Order Completion) - PB 
- - 

CLEC) that occur during the provisioning process. 

mumber of trouble repons that occur from the time of service order creation, up to 
and incfuding the date of service order completion)/ (Total Number of service 
orders in reporting period) 

Monthly 
Individual CLEC, CLECs in the aggregate, by XLEC (if analog applies), by XLEC 
A ffi 1 iates 

By Resale, W E  Loop, UNE Port and PNP 
0 By Affecting Service and Out of Service 
Statewide 
Parity fer Pacific Bel: 

Resah Retail slervices 
W E  Loop 
UNE Port 
PNP - fort Out 

Pacific Bet1 Retai1 

Retail services (outside piant disposition codes) 
Retail sentices (central office disposition codas) 
(Issue still to be resolved) 

0 Excfudes CPE and IECKLEC caused troubles 
0 Excludes Subsequent reports 
a Excludes Message Reports (circuit repons for which ILEC has no records) 
0 Excludes' ILEC employee generated reports 

0 

0 

Availability ofILEC Affiliate data for review will be determined by the 
CPUG. 
When results are iess than parity for a reporting period, ILECs will provide 
disaanreQation by Maintenance Disaosition codes as diaanostic data. 

a t  



2. Trouble ReDorts (Prior to Service Order Completion) - GTE 
- -I_ -- 

CLECf that occur during the provisioning process. 

(GTE does nor supporf this ntefisure) 

28 



ftage Troubies in 30 Days for New Orders 

iiays ofwrvice order completion. 
Vote:. This measure is for ail PB sen*icr?s umi designed GTE services. 
:Tml Nurnbm of Customer Trouble reports rec&ved within 30 calendar days of service 
xder eontpletion I Total Number of new, move and change completed orders) x 100 

Lnbividual CLEC, CLECs in  the ‘aggregate, by ILEC (if analog applies), and by lLEC 
A ffi 1-iaties 
By service group type (including PNP) 
Regian {PB), Statewide (GTE) 
Parity for Resale is Retail for 
Pacific Bell aid GTE 

MDRthty 

latenconnection Trunks 

PNP(P0I-t out) 

pacific Bell Retail 

POTS - Business {fielded) 

POTS - Business (Assured) 

i SDN(BRt) 
ADSt 
ISDN(PRI)R)Sl 

POTS - Business (fielded) 
CENTRE3 
CEWREX 
DSIIlSDN(PR1) 

PBX Din 
WICAP 

Analogous’.Retail Service 

ILEC Dedicated Trunks 

{Issue stilt to be resolved) 

GTE .Retai# 

8 1 Dispatch Non-Designed 

Dispaich Designed Services 

Disparch Dmiprrtd Services 
Dispteh Designed Sewices 
Dispatch Designed Servicgs 

CentraNer -Simpte 
CentraNer -Complex 
CencteNet -Complcx 
CentraNet Kornpkex 

CcntraXet -Complex 
HfCAP Designed 

N/A 

ILEC Dedicated Tvnks 

{Issue still to &e remlvcetf) 

Excludes CPE and IECICLEC caused troubles 
Excludes troubles associated with inside wire 

0 Excludes Trouble Reports Received on the Due Date (which instead are reponed in 
the “Provisioning Troubles” measure) 
Excludes Subsequent repoa 

0 Excludes Massage! Repollts (circlrit reports for which lLEC has no records) 
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\\'hen results are less than pari6 for a reporting period, iLECs will probide 
disaggregation by Maintenance Disposition codes as diagnostic data. 

rvices and UNE DSL 2 - u k  loop 



OSS 011 PerJbrrnance Measurements 
Report Req uiremen fs 

Pruvisiuning: Measure 17 

Area 
Percentage Troubles in 7 Days for New Orders - GTE only 

Requirement Descr@d& 
bfeasures the percent of network customer trouble reports received tiithin 7 Iescription : 

Ifethod of 
7aiciilation: 

Peport Period: 
Report Structiirt": 

Biisiness Ruies: 

'Votes: 

:aIendar days of senice order completion. 

Yost. This M ~ L I S L ~ ~ C  is fiw norr-iicsigneci services only 
:Total.Nurnber of Network Customer Trouble Reports received within 7 calendar 
lays of service order completion t Total new, move and change orders) x 100 

_I 

Monthly 
Individual CLEC. CLECs in the aggregate, by ILEC (if analog applies), and by 
ILEC Affiliates 
By service group type (including PNP) and Field WorWo Field Work as 

Statewide 
Parity for Resale is Retail for GTE 
[noli-designed services only) 

Parity for UNE measured for 
the following UNEs: GTE Retail 
2/4w (8db) loop 
(incl. Coinianalog PBX) 

B 1 Dispatch Non-Designed 

WE Port - Basic analog/C:oin 

PNP (Port Out) 

CentraNet - Simple 
{Issue still to be resolved) 

Excludes CPE and IECKLEC caused troubfes 
Excludes Trouble Reports Received on the Due Date 

Excludes ILEC employee generated reports 
Excludes troubles associated with inside wiring. 
.r\vailability of ILEC Affiliate data for review will hr determined by the CPC'C 
'VI7icn results are less than parity for a reporting period, ILECs will prot-icit. 
disaggregation by Maintenance Disposition codes as diagnostic data. 

0 

0 Excludes Subsequent reports 
e 
e 

0 

0 



Ge0,BrrrPlr ic Level: 
Neasarabk 
Standard: 

Business Rules: 

Notes: 

Measure 18 

re Cormletion Notice Interval 
. I.. 

VIeaswes the average time per order to issue notification to CLEC of a completed 
xder. 

Sum ({Date and Time of Completion Notification to CLEC) - (Date and Time of 
Work Completion)) / (Number of Orders Completed) 

Monthly 
tndividuaf. CLEC, CLECs in the aggregate, and by lLEC Affitiates 
All interfaces 
Statewide 
Pacific Betl: 
Fully electronic(LEX, EDI) -standard to be determined 
At1 other interfaces 

Standard- 90% within 24 hours 

GTE: 
Fully Electronic (not availabfe at ;his time) 
All other interfaces 

Standard - 90% within 24 hours 

24 hvur dock is used to measure interval 
e Excludes weekends and ILEC published holidays 

Availability ofILEC Afiliate data for review will be determined by the 
CPUC. 



& 

Title: Customer Trouble Rmort Rate 
Area 

Description: 

Report Strirctitre: 

lcfeasurable 
Sfmdurd: 

Business Rules: 

Motes: 

1 

; . .:. 2 ., .. Repiremen f Description 
Measures the total number of network customer troubie reports received within a 
calendar month per 100 circuits/UNEs. 
(Total Number of Customer initial and repeat network trouble reports .! Number of 
access limsicircuits/UNEs in service at the end of the prior reporting period) x 100 
Monthly 
Individual CLEC. CLECs in the aggregate. by ILEC (if analog appIies), and by 
ILEC Affiliates 
By service group type (including PNP ) & NXX Code Opening Troubles 
Statewide 
Parity for Resale is Retail for 
Pacific Bel1 and CTE 
Parity for UNE measured for 
the following UNEs: 
2:4w (8db) analog loop 
214w (5.5 db) assured analog 

Zw digital loop (ISDN) 
2w digital loop (xDSL) 
4 \ ~  digital loop (ISDN PRI) 
W E  Port - Basic AnaIog 

'OOP 

UNE Port - CENTREX 
Lrh'E Port - PBX DID 
UNE Port - fSDN (BRi) 
WNE Port - DSI!ISDN (PRI) 
LME Dedicated Trmspon 
UNE Platform (PB onh) 
Interconnection Trunks 

Pacific Bell Retail 

POTS - Business (fielded) 
POTS - Business (Assured) 

lSDN(BR1) 
ADSL 
ISDN( PRIyDS I 
POTS - Business (fielded) 
CENTREX 
PBX DID 
CENTREX 
DS I:ISDN(PRI) 
HICAP 
Analogous Retail Service 
ILEC Dedicated Trunks 

GTE Retail 

31 Dispatch Non-Designed 
Dispatch Designed Services 

Dispatch Designed Services 
Dispatch Designed Services 
Dispatch Designed Services 
CentraNet-Simple 
CentraNet -Campiex 
CentraNet -Cornpiex 
CentraNet -Cornpiex 
CentraNet -Complex 
HICAP Designed 
NfA 
ILEC Dedicated T ~ U R ~ S  

PNP - Port Out (Issue still to be resolved) 
Excludes CPE and IECICLEC caused troubles 

(Issue stili to be resobed) 

e 
e 
I! 

0 

0 

0 

_I 

e 

Excludes Subsequent reports 
Excludes Message Reports (circuit reports for which lLEC has no records) 
Access hne/circuit count taken from previous month 
Exciudes ILEC employee generated reports 
Availability of ILEC Affiliate data for review d l  be determined by the CPtlC 
When results are less than parity for a reporting period, ILECs wit1 provide 
disaggregation by Maintenance Disposition codes as diagnostic data. 
ADSL was selected as the analog for resale senices and WE DSL 2-wire loor; - 

because it currently is the most relevant analog. 
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OSS 011 Performance Measurements 
Report Re y ti iremen ts 

bn 

ikfrrhrrfemnc~ Measure 20 

Title: Percentage of Customer Trouble Not Resolved Within Estimated Time 
1 ,  Reqcriremmt Desct@tiu~ ., - ~ 

Measures the percent of trouble reports not cIeared by the commitment time. 

Biisiness Rules: 

Notes: 

,Total network trouble reports ntt cleared by the commitment time for iLEC 
-eilstms / Total network trouble reports completed) x 100 
Lrlonthly 
lndividual CLEC, CLECs in the aggregate, by ILEC (if anaiog applies), and by 
tLEC Affiliates 
I By service group type (incfuding PNP) & NXX Code Opening Troubles 

By dispatch and no dispatch 
Statewide 
Parity for Resale is Retail for 
Pacific 3 ~ f l  and CTE 
Parity for USE measured for 
tbe following UNEs: 
34w (Sdb) analog loop 
214, (5.5db) assured analog 

?w digital ioop (ISDN) 
2w digital loop (xDbL) 
4w digital loop (ISDN PRI) 
UNE Port - Basic Analog 

loop 

W E  POI? - CENTREX 
W E  Port - PBX DID 
UNE POI? - ISDN (BRI) 
LWE Port - DSt ‘ISDN (PRI) 
CME Dedicated Transport 
LWE Platform (PB only) 
interconnection Trunks 

Pacific Bell Retail 

POTS - Btisiness (fielded) 
POTS - Business (Assured) 

IS DN( BRI) 
ADSL 
&DN( PW)/DS I 
POTS - Business (fielded) 
CENTREX 
PBX DID 
CENTREX 
DSi:ISDN(PRI) 
HICAP 
Anitlogotis Retail Service 
ZLEC Dedicated Trunks 

GTE Retail 

B 1. Dispatch Xon-Designccf 
Dispatch Designed Services 

Dispatch Designed Services 
Dispatch Designed Services 
Dispatch Designed Services 
CentraNet -Simpie 
CentraNet -C~mptex 
CentraNet -Cornpkx 
CentraNet -Complex 
CentraNet -Complex 
HICAP Designed 
N!A 
ILEC Dedicated Trunks 

(Issue still to be resolved) (tssue stiit to be resolved) -- PMP - Port Out 
Excludes CPE and IEUCLEC caused troubles 
Excludes Subsequent reports 

e Exetudes Message Reports (circuit reports which ILEC has no records on) 
e Excludes ILEC employee gcnerrlted reports 

Excludes custonier caused misses 
0 Availability of lLEC Affiliate data for review will  be determined by the CPUC. 
0 When restilts are less than parity for a reporting period. iLECs will provide 

disaggregation by Maintenance Disposition codes as diagnostic data. 
ADSL was selected as the analog for resale services and WE DSL ?-wire I O O ~  
because it currently is the most relevant andon. 
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OSS OH Performance Mecrsurements 
Report Reqsrirements 

Tit!e: Aver; 
. Area 

Description: 

Reporled By: 

Business Rules: 

Notes: 

Measure 21 

ze Time to Restore 

. Reqrdirement Description 
Measures the average duration of customer trouble reports from the receipt of the 

(Total duration of customer network trouble reports) / (Total customer network 
trouble rtlDoTts1 

ciistoti-ier trouble repon to the time the trouble is cleared. - 

Monthly 
Individual CLEC, CLECs in the aggregate, by ILEX (ifanalog applies). and by 
ILEC Affiliates 
0 

0 

Statewide 

By service group type (including PNP) & NXX Code Opening Troubles 
By dispatch and bo dispatch 

Parity for Resale is  Retail for 
Pacific Bell and GTE 

Parity for UNE measured for 
the following UNEs: 
2!4w (8db) analog loop 
2/4w (5.5 db) assured analog 

2w.digitaI ioop (ISDN) 
2w digital loop (xDSL) 
4w digital loop (ISDN PRI) 
UXE Port - Basic Analog 
USE Port - CENTREX 
UNE POIT. - PBX DID 
UNE PotI - ISDN (BRI) 
UNE POI? - DSI 'ISDN (PRI) 
UNE Dedicated .Transport 
UNE Platform (PB only) 

I nfercon nection Trunks 

Pacific Bell Retail 

POTS - Business (fielded) 
FO'I'S - Business (Assured) 

ISDN(B€U) 
ADSL 
ISDN(PRI)/DS 1 
POTS - Business (fielded) 
CENTREX 
PBX DID 
CENTREX 

HiCAP 
Analogous Retail Service 

ILEC Dedicated Trunks 

DSIRSDN(PR1) 

GTE Retail 
€31 Dispatch Non-Desipxi 
Dispatch Designed Services 

Dispatch Designed Services 
Dispatch Designed Services 
Dispatch Designed Services 
CennaNe! -Simpfe 
CentraNet -Complex 
CentraNet -Complex 
CentraNet -Complex 
CentraNet -Complex 
HICAP Designed 
N:A 

ILEC Dedicated Trunks 

PNP - Port Back (Issue still to be remlv&) (Issue Still to be resolved) 
0 Excludes CPE and IECKLEC caused troubles 
0 Enclydes Subsequent reports 
0 Excludes Message Reports (circuit reports which ILEC has no records on) 
0 Excludes ILEC employee generated reports 
e Availabifity of ILEC Affiliate data for review will he determined by the CPLIC. 
e When results are less than parity for a reporting period, ILECs will provide 

disaggregation by Maintenance Disposition codes as diagnostic dsta. 
ADSL was selected as the analog for resale services and W E  DSL 2-wire loor 
because it currently is the most relevant rtnalorz. 

35 



POTS Out of Service Less Than 24 Hours 
3 

M@&d of 
Calculation: 

Report Period: 
UepQIt Structwe: 

Business Rules: 

Notes: 

ReqdwwBt  Descr@tion 
Measures the percent of POTS out-of-service trouble repons cleared in less than 
24 hours. 

[Total number of o u ~  of service network troubles cleared in less than 24 hours / 
Total number of out of service network troubles reported) x 100 

!Vote: For nun-design services only 

Monthiy 
Individual CLEC, CLECs in the aggregate, by ILEC (if analog applies), and by 
ILE& Affiliates 
By POTS Residence and Business (Resale and WE) 
Statewide 
Parity for Resale 
(POTS) for Pacific Bell 
and GTE 

Parity for UNEs (Basic) Pacitie Bell Retail GTE Retail 

2/4w (Sdb) analog loop 
UNE Port - Basic Analog 
WE Platform -- POTS Analogous Retail Service NIA4 

POTS - Business (fielded) 
POTS - Business (fielded) 

B1 Dispatch Non-Designed 
CentraNet - Simple 

0 Residential and Business POTS only 
Excludes no access 

.I Interval for tickets received Saturday and Sunday begins no later than Monday 
morning 

e Excludes CPE and IECKLEC caused troubles 
Excludes Subsequent reports 

0 Excludes Message Reports (circuit reports for which ILEC has no records) 
0 Excludes tLEC employee generated reports 
* Availability of ILEC Affiliate data for review will be determined by the 

CPUC. 
0 When results are less than parity for a reporting period, ILECs will provide 

disaggregation by Maintenance Disposition codes as diagnostic data. 
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Title: Freauencv of KeDeat Troubles in 30 Dav Period 

Repurt Period: 
Report Structure: 

Report Bj-: 
Geographic Level 
I.leUsurabIt? 
Standard: 

Business Rules: 

I 

Notes: 

.: ‘I. 
Measures the percent of customer network trouble reports received within 30 calendar 
jays of a previotrb report. 
, Iota1 customer nebborh trouble reports received u ithm 30 calendar Ja> 5 o t  ;i pceb I ~ W S  

;tistomer report / Total customer netuork trouble reports) x 100 

Monthly 
individual CLEC. CLECs in the aggregate, by ILEC (if analog applies). and by- 
tLEC Affiliates 
By sewice group type (including PNP) & NXX Code Opening Troubles 
Statewide 
Parity for ,Resale i s  Retail for 
Pacific Befl and GTE 

Parity for l jNE measured for 
the foltowing UNEs: 
2 4 w  (8db) analog bop 
2i4w (5.5 db) assured analog 
loop 
I w  digital Ioop (ISDN) 
2w digital bop (sDSL) 
4w digital loop (ISDN PRI) 
UNE Port - Basic Analog 
W E   PO^ - CENTREX 
UKE Port - PBX DID 
UNE Port - ISDN (BRI) 
UNE Port - DSI ‘ISDN (PRI) 
1ME Dedicated 1 ranspor? 
UNE Pbtfon (PB only) 

Pacific Bell Retail 

PO IS - Business (fielded) 
POTS - Business (Assured) 

fSDN(BR1) 
ADSL 
ISDN(PRJyDS 1 
POTS - Business (fielded) 
CENTREX 
PBX DID 
CENTREX 
DSlTDN(PR1) 
HICAP 
Analogous Retail Service 

GTE Retaii 

R i Dispatch Non-Designed 
Dispatch Designed Services 

Dispatch i3esigned Services 
Dispatch Designed Services 
Dispatch Designed Services 
CennaNet -Simple 
CenWet -Complex 
Ceotrah’et -Complex 
CennaNet -Complex 
CenwaNrt-Complex 
HKAP Designed 
Ni.4 

interconnection Trunks lLEC Dedicated ’rnmks BLEC Dedicated Trunks 
PSP - Port o u t  
0 

0 

0 Excludes Subsequent reports 
0 Excludes Message Reports 

s 

0 

- (issue still to be resokcd) (issue stili to be resotvet&) 
Exdudes CPE and IEOCLEC caused troubles 
Excludes troubles associated with inside wiring 

Excludes fLEC enployee generated reports 
AvailabWy of ILEC AffXate data for review will be determined by she 
CPUC. 
When results are less than parity for a reponing period. tLECs will pro\ ide 
disaggregation by Maintenance Disposition codes as diagnostic data. 
ADSL was selected as the analog for resale services and WE DSL 2-wire looi 
because it currently is the must relevant analog. 

Y 
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OSS 01. Performance Measurements 
Report Requirements 

Ne8wm-k Per$iirmmce Measure 24 

TMe: Percent Blocking on Common Trunks 
.. - Area 

Description: 

Bmiaess Rules: . 

Requiremeet Descri@&m . . I . 
bfeasures the percent of common and shared transport trunk groups csccrding 2% 
)lockage. 

:Number of common and shared transport trunk groups exceeding 2oh blockare I 
rota1 number of common and shared transport trunk g ~ ~ i p s )  x t 00 

Monthly (Exception Reporting Only) 
Reported by cornmodshared transport trunk group. 
By Central Office and Trunk type where individflal trunk types can be 
distinguished 
Statewide 
Issue still to be resolved 

Measured by: 
0 

Total trunk groups 
0 Percent Blocking 
e Location "A" 
e Report month 

Threshold exceptions 

Trunk type (e.g., EAS, Toll, InterLATA. 91 1. etc.) 
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QSS 011 Performance Measurements 

T i r k  Percent Blockine on Interconnection Trunks 

Report Puriod: 
Uepurf Structure: 

- 
Report By: 

~V0te.s: 

Requirement DescriptiOrr 
Vieasures the percent of final dedicated interconnection trunk groups exceeding 
!% blockage. 

Z'otes. I,Iiditd~.s his tu,yrrmi d i . w i h t i m  churr. 
2)Applies ro those rrtrnks where the IL EC hus aicgmenrarion control. 
3) Does not upply when rrunks are provisioned us two-way trunk. 

[Number of final dedicated interconnection trunk groups exceeding 290 blockage I' 
Total number of final dedicated interconnection trunk groups) x 100 

Monthly (Exception Reporting Only) 
fndividuai CLEC, CLECs in the aggregate, by ILEC (ifanafog applies). by ILEC 
Affiliates 
By Central Ofikr and Tninh t) pe tvhere individual trunk types can be 
distinguished 
Statewide 
Parity for Pacific Bell and GTE - comparison made to ILEC final trunk 
grQuw 

0 Only measured on trunks where ILEC has outgoing traffic to  CIXCs. and 
where lLEC controls trunk capacity. 

0 Threshold exception trunk detail 
0 Report month 

Measured by: 
0 Trunk type (e.g., EAS. Toll, InterLATA, 91 1, rtc.) 
0 Total trunk groups 
0 ILEC trunk groups 
0 CLEC trunk groups 
0 Threshold exceptions 
0 ILEC end office to CLEC ettd office 
0 ILEC tandem to CLEC end office 

0 Availability of ILEC affiliate data for review will be determined by the 
CPUC. 



Tide: NXX Loaded by LERG Effective Date 
% &  t. Requirement &set&&&, 

Measures tile number of NXXs loaded and tested by &e LERG effective date. 

[(Number of NXXs loaded and tested by LERG effective date) / (Number of 
NXXs scheduled to be loaded and tested by LERG effective date)) x 100 

Mo€%thly 
Individual CLEC, CLECs in the aggregate, by ILEC (if analog applies)and by 
ILEC Miliates 
Reported for all NXX codes scheduled to be toaded in reporting period 
Statewide 
Parity for Porrifi Bell and CTE - comparison made to results for Baading 
lLEC NXX eades by the LERG effective date. 

e Excludes any NXX codes with requested loading interval of less than the 
industry standard (currently 45 days). 

0 NXX loading procedures include central o&ce/tandern translations, 
verification of translations, cat! through testing, and AMA testing. 

e TRUCALL billing vaIidation testing is not used unless maintenance trouble is 
reported (Pacific Bell only) 
Availability of ILEC AflFiliate data for review will be determined by the CP'CJC 



Report Requireme fits 
.Network- Pecfurnlance Measure 27 

Title: Ne& 

Report Period: 
Report Striictitre: 

Uevort Bv: 
I 

Geographic Level: 
Memuruble 
Stmdard: 

votes: 

rk Outage Notification 

Measures the time period for notification of a network outage. To be measured for 
the following: . Switching 
rn Transport 
* Netuosk Fire Related Incident 
0 Network Blockage 

911 
ss7 

%& (Date & Time of Outage Notification) - (Pate LY: Time of ILEC Outage 
Awareness)/Number of Outages 

RetpiremeeMt Description . 

Monthly 
Individual CLEC. CLECs in the aggregate, ILEC(if analog applies). and ILEC 
afliliates 
Switching transport, network fire refated incident, network blockage, 91 1, SS7 
Statewide 
Parify for Pacific Bell and GTE 

0 Exception reporting only by central office. 

-- 
0 

.r 

CLECs will be notified of all qualifying outages 
If ILECs deveiop a notification process which is parity by design, once all 
parties agree that complete parity is being provided, the ILECs may petition to 
have this measure deleted. 
Availabiliry of ILEC Affiliate data for review will be determined by the 
CPUC. 



OSS 011 Performance Measurements 

Title: Usage Timetiness 
. . .  Area 
Descriptliopr : 

ueuort Period: 

Report .By: 

Business Rules: 

Notes: 

. + t -9  ~ :* ,* % Repirernent ilescription ' .  t -**.r-*;. 

This measure captures the elapsed time between the recording ofusage data 
generated either by CLEC retail customers or access usage associated with CLEC 
customers and the time when the data set, in a compliant format, is successfully 
transmitted to the CLEC. 

Sum ((Data Set Transmission Avaiiability Date) - (Date of Message Recording)) 
{Count of All iMessages available for Transmission in Reporting Period) 

Monthly 
Individual CLECs, CLECs in the aggregate, by ILEC (if analog applies) and by 
ILEC Affiliates 

Resale 
UNE (IntraLATA and InterLATA, etc.) 

0 Jointly provided switched access (associated with meet point billing) 
Statewide 
Pacific Mi: 
Parity for Resale and UNE 
Benchmark for Jointly provided switched access (Benchmark Ievel still to be resolved) 

GTE: 

Benchrnarli for Resale. LWE and Jointly provided switched access 

(Benchmark level still to be resoived) 

0 Availability of ILEC Affiliate data for review wi l l  hr determined by the CPUC 



OSS 011 Performance Measurements 
Report Requirements 

Title: Accuracy of Usage Feed 
Requiremeat Description 

Measures the completeness of content. accuracy of information and conformance 
.Af@ia . . 

Description: 

Method of 
Calcuiation: 

Reprt Period: 
Remrt Structure: 
Reprrri By: 
Ceogmphic Level: 
Measurable 
Standard: 

Notes: 

3f  formatting of thk records the ILEC transmits to the CLEC in the reponing 
perid. 

Yore: This data will be reported by CLEO. Ifno daiu received from C%EC*. ILEC' 
will nor report the measure. 

((Number of Usage Records Delivered in the Reporting Period That Reflected 
Complete Information Content and Proper Formatting) / (Total Number of Usage 
Records Transmitted)) x 100 

Monthly 
Individual CLECs, CLECs in the aggregate 

SGiewide 
Benchmark for Pacific Beil and GTE 

There is agreemenf that performance standard for titis measure will not be 
establislied until a rneetitzg with both ILECs and (CLECs is heid artd criteriu far 
this meiwtre are iie@mxl and accepted by all parties. 
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USS 011 Perfurmanee Measurements 
Report Req tt iremems 

Billing Measirre 30 

Titfe: Wholesale Bill Timeliness 

!kcriptiart: 

Report Period: 
Uepurt Srrit crure: 
R e p H  By: 

Geographic Leet: 
Measurable 
Stmdard: 

Business Rules: 

Nores: 

- 

. I  Repipemerst Descriptiun . I I 

This measure captures the elapsed number of days between the scheduled close of 
a Bill Cycle and rhe itEC's successful transmission of the associated iniuicr. to 
the CLEC. Disaggregated by: 

Resale 
0 

FacilitiedIntcrconnection 
UNE (fntraLATA and InterLAYA, etc.) 

Sum ((Invoice Transmission Availability Date) - (Date of Scheduled Bill Cycle 
Ctose")) / (Count of Invoices Transmitted in Reporting Period) 

*Bill Cycle Close = Bill Date 

Monthiv 
I_ 

Individual CLEC, CLECs in the aggregate, and by ILEC Affiliates 
Resale 

0 FacilitiesAnterconnection 
W E  (IntriLATA and InterLATA, etc.) 

Statewide 
Benchmark for Pacific Bell and GTE: 

Standard - 99% within 10 days 

- 
0 Includes only mechanized bills. 
* Excludes paper bill. magnetic bill, CD ROM bill or Custom Bilt diskette bill. 

Availability of ILEC Affiliate data for review will be determined by the CPlJC 
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tk!!is 011 Perfurmance Meusuremcpnts 
Report Requirements 

Measure 31 

Title: Usal 

Report By: 

Notes: 

Comnleteness 

(Count of usage charges on the bifl that were recorded wirtrSn last 30 days / total 
:ourit of usage charges on the bill) x 100 

VXoIIthfy 
'ndividuat CLEG, CLECs in the aggregate, by KEC (if analog applies)and by 
LEC Affiliates 

Resde 
UNE (IntraLATA and InterLATA, etc.) b 

w Facilitiesflntercomection 
Statewide 
Pacific Bell and GTE: 
Pari ty fur Resale and UNE 

Benchmark for Facilitiednterconnection 
(Benchmark level still to be resolved) 

Excludes summarized charges 

Availability of ILEC Affiliate data far review will be determined by the CPUC 
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Measure 32 

Title: Recu 

bill. 

(Count of fractional recurring charges that afe on the correct biN* / total count of 
fkactional recurring charges that are ~n the bill) x f OO 

"Correct bill = next available bill 

Note: Pacific Bell will provide by count of charges. 
GTE will provide by dollar churges. 

Monthly 
Individual CLEC, CLECs in the aggregate, by €LEC (Ifmabg appsies)anCt by 
ILEC Affiliates 
e Resale 
e UNE (intraLATA and InterLATA, etc.) 
0 FacilitiesAnterconnection 
Statewide 
Pacific Bek 
Parity for Resale and UNE POTS 
Benchmark for Facilitiesfinterconction and UNE Specials 
(Beachmark level still to be resolved) 

GTE: 
Benchmark for Resale, W E  and Facilitiesnnterconnection 
(Issue still to be resolved) 

The effective date of the recurring charge must be within 30 days of the bill 
date for the charge to appear on the correct bill. 

e Availability of ILEC Affttiate data for review will be detemined by the 



Report Requirements 
Measure 33 

Title: Non-Recurring Charge Compieteness I_.1 

+: Reqi&emmi D~scr@dm -, 

Measures ihe percentage of non-recurring charges appearing on the correct bill. 

Method ef 
Calculation: 

Business Rules: 

(Count ofnon-recumng charges that are on the correct bill / total count of non- 
recurring charges that are on the bill) x 100 

*Correct biif = next available bili 

Nore: Pacific Bell will provide by colanr of charges. 
GTE will provide by dollar charges. 

Monthly 
Individual CLEC, CLECs in the aggregate, by ILEC (if analog applies )and by 
lLEC Affiliates 

Resale 
0 

Facilitiedb%emmection 
Statewide 
Pacific Bell: 
Parity for Resale and UNE POTS 
Benchark for Faciiities!interconnection and UNE Specials 

UNE (IntraLATA and InterLATA, etc.) 

(Benchmark Ievet stif1 to be resolved) 

GTE: 
Benchmark far Resale, W E  POTS and Facilitiesllnterconcti~n 

(Benchmark level still to be resolved) 

0 The eEective date of the non-recurring charge must be within 30 days ofthe 
bill date for the charge to appear on the correct bill. 

0 Availabifity of IILEC Affiliate data for review will be determined by the CPUC 
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USS 011 Performance Measurements 
Report Requirements 

Measure 35 

Title: Duplicate Billing (Disconnect Bill Accuracy) 

- Repm Period: 
Repurt Structitre: 

- -  

Notes: 

. Requiremend Description . 
Measures the number of fomier ILEC customers sent bills erroneously after 
cornersion to CLEC. 
(No agreement has been reached with iLECs to support this measure} 
(Numb& of forrner ILEC customers who receive erroneous b i b  after conversiad 
Number of former ILEC customers converted) s 100 

MontkIy 
Individual CLEC, CLECs in the aggregate, by ILEC (if analog applies i and by 
ILEC' RMiIiates -- _ _  

Full Facilities based conversion. Resale and UNE 
Statewide 
(Issue still to be resolved) 

Exctudes the final biil to an end user and bills for an residual reiait services 
provided by the ILEC to the end user 
Availability of ILEC Affiliate data for review will be determined by the 
CPLJC. 

49 



Birsiness Rides: 

...a 

Measures the percentage of mechanized bill feeds that we accurately passed to the 
CLEC in the'reporting period. 

'Vote: This &ita wiii he reported by CLECs. Ifno data receivedfiom CLEC, fLEC 
will riot report rhe measure. 

(Total i: of files that passed I Tom1 X of files sent in that reporting period) x IO0 

Monthlv .r 

Individual CLECs. CLECs in the aggregate 



Parity €or sentice order generated updates 
B e n e W  for direct gateway input updates 
(htlbmark #wet stfll tn be resolved) 

* Avaitability of ILEC Affiliate data for review will be determined by &e 



OSS 011 Performance Mensuremeutts 
Report Reyrrirements 

Titfe: Average Database Update interval -GTE 

Dt?scriptina: I Measures the average time to update databases. 

Calculation: 

I 
Brisirtess Rides: 

I 

52 





Percent Database Accuracy - GTE 
4 ~. 

. .  Reqtriremmt Descr@tiea 
Measures the percentage of database updates completed without error. 

911 Dirtabases 
DA/zistings Database 

(GTE does nut supprt this measure) 
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OSS 011 Performince Mensiirernents 
Report Requirements 

m 
Database Upriares Measure 39 

Title: . E9 I 119 1 1 MS Database Update Average 
Areca 

Desc riptimi: 

Rerrort Period: 
Report Structure: 

Notes: 

Reqth?me?#t &?scription 
bleasures the percentage of E91 1/91 Idatabase updates compteted within 48 hours. 

mumbet of records updated within 48 hours / Total number af records updated) x 
1 00 

Monthly 
Individual CLECs, CLECs in thz aggregate, by 11-EC (if analog applies) and by 
ILEC Affiliates 
(issue still to be resolved) 
Statewide 
Patific Belt and GTE: 
Parity for service order generated updates 

Direct gateway input (Issue stili to be resolved) 

0 Availability of ILEC Affiliate data for review will be determined by the CPUG. 
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OSS 011 Perfurmaace Measurements 
Report Requirements 

Measure 40 

Wetitod of 
rff Iculut~on: 

Report Period: 
Reprt Structure: 
Report By: 

Geogriiphic Level: 
Measura Me 
Standard: 

Business Rules: 

Notes: 

:e Time to Respond to a Collocation Request 
Repirement Di?sqr@tr.Oliz 

Measures the average time an ILEC takes to respond to a CLEC’s collocation 
request. 

Sum(( Request Response Rate)-(Request submission Date)) f Count of Rrytizsts 
submitted in Reporting Period 

Monthly 
Individual CLECs, CLECs in the aggregate and by ILEC AMiliates 
e All Collocation 

0 Space Availability 
0 Price &and Scheduie Quote 

Statewide 
Benchmark for Pacific Bell and GTE 

(Benehmark level stitl to be resolved) 

Excludes orders canceled by CLEC 

0 Availability of ILEC Affiliate data for review wiIf be determined by the CPUC 



Title: Avei 

Report Period: 

Report By: 
Repor1 Strl&clt&re: 

Biisiness Rules: 

$e Time to Provide a Collocation Arrangement 

Measures the average time it takes an lLEC to complete (build) a coiiocation 
wrangenient. 

f Rqpirenzeni Desw&?tim 

Surn((Date Collocation Arrangement is Complete)-(Date Application for 
Collocation Arrangement is approved* by ILEC)) / Total Number of'Col location 
Arrangements Completed during the Reporting Period 

*"Approved" means ILEC approves the application and has received, from CLEC, 
financial payment or bond. 

Monthly 
Individual CLEO, CLECs in the aggregate and by ILEC Afifiates 
* All. Collocation 

4 New 
4 Augment 

Statewide 
Benchmark for Pacific Bell and GTE: 

(Benchmark level still to be resolved) 

Excludes orders canceled by CLEC 

a Availability of ILEC Affiliate data for review wilt. be determined by the CPUG Nora: 
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OSS UII Performance Measurements 
Report Reqrnirenirents 

a 
Interfaces Measure 42 

Title: Percentage of Time Interface is Available 
Area 

Description: 

Method o,f 
Calrulallon : 

_ -  
Requirement Descripti&i&ii 

Measures percent of time OSS interface is avaitabk compared to scheduled 
availability. 

((Number of Scheduled System Available Hours) - (Number of Unscheduled 
System Unavailable Hours)) / Scheduled System Available Hours) x IO0 

pvf onthlv - --, 
CLECs in the aggregate, by ILEC (if analog applies) 
By interface type for all interfaces accessed by CLECs (e.g., pre-ordering, 
ordering, and maintenance) 
Statewide 
Pariry for Pacific Bell for systems used by both iLEC aud CLEC 

Benchmark for Pacific Bel1 (for all other systems)and CTE (all systems) 
(Benchmark level still to be resofved) 

0 

Outage hours are obtained from outage reports 
Any change requests for extended avaikibility during the reporting period 
are added to the scheduled hours. 



Description: 

Report Period: 

Bushes5 Rtdes: 

ire Notification of Interface Outages 
Requiremeat Descr@tion 

Measures the time it  takes the ILEC to notify the CLEC of an outage of an 
interface. 

Sum((Date and time of Outage Kotificarion to CLECs')-{Date and time of ILEC 
awareness of Interface 0utage))ffotal Number of Interface Outages 

Monthly 
Individual CLEC. CLECs in the aggregate. and by EEC Affiliates 

L I  I 

By i n t d z e  type for ail interfaces accessed by CLECs 
Statewide 
Pacific ]Belt and GTE: 
knehmnrk 
* 
e 

Standard - 97o/a in 15 minutes (Pacific Bel'l) 
Standard - (GTE) (Beachmark level still to be resolved) 

e Availability of ILEC Affiliate data for review will be determined by the 
CPUC. 
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TMe: . Center Resnonaiveness 

Business Rules: 

Netes: 

Sum (Dare and Time of Call answer - Date and Time ofCa31 Receipt) / (Total call! 
amwered by center)) 

- 
CtECs in the aggreg&e, and by 1LEC (if analog applies) 

Be~&mark for Pacific &dl and CTE (Ordering Centers) 
a~ Stadad - average 15 seconds (Pacific Bell) 

Standard - average 20 seconds (GTE) 

e Measured by individual queue, if applicabie, in each REC center. 



REPORTING PROCESS 

Subsequent performance reports \vi11 thereiifter be provided by the fifircntti calendar day of the 
month succeeding the reponing period. The reporting period is thc calendar month. unless 
othrnvise noted. Positibe reporting will be done for all tnrasures. eycn those reported on an 
exception onl> basis. , 

For those measures where results appear to be statisticaliy less than parity or not meeting the 
benchmnrk bel. the ILEC isill perfomm analysis ofthc data. This analysis will detail the 
udcriyiiig S;~US;C'S coiitributing to the rcportrif pcrfontiance results. 1-his andq'sis i\ i l l  be n w k  
available to the same recipients 3s the monthl? pcrfhrmancc report thirt:. days after the wehsite 
publication of the monthly ,results. 

Authorixd users \vi11 have access to monthly reports through an interactive wbsite. Each 
CLEC \\Sill have access to its own data. aggregate CLEC data, and ILEG data. The Public 
Utilities Commission \\ill have access to reports for all entities, including ILEC Affiliate data. 
ILEC Affiliate data will not be included in CLEC aggregate data. (As is noted in the report 
requirement section, awi1:ibiht) of lLEC affliate data for rmiew by the CLEC will be 
&rr.nnind hy the CPUC'.) 

In addition to the performance measure results themselves. the raw data supporting the results 
will be available to the CLECs and the Public Utilities Commission. Raw data will be archived 
for a period of 24 months to provide an adequate audit trail and will be retained with sufficient 
tletait so that CLECs can reasonably reconcile the data captured by the ILEC (for the CLEO 
with its own internal data. I-unhermore, data that relates to the ILEC'-s own performance would 
be retained. at a consistent I e ~ d  of disaggregation comparable to that reponed for the CI.ECs. 
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SERVICE CROUP TYPE DISAGGREGATION 

I I GTE Pacific Bell Type 
RESALE 

Residcmia! POTS 1 X I x 
(incl. Res [SKIS 

BRI) 

(incl. Bus. lSDN 
X X Business POTS 

I3U 

1 
X PBX 

assured 1 
W E  Loop 1 wire 
Digital ISDN X 

Capable I I 
UNE Loop 2 wire 



SERVICE GROUP TYPE DISAGGREGATION 
I 

Type GTE Pacific Bell 
[INE Pon tSDN 
PRI (including X 

I W E  Poi? x I DS-1 line poi) I I 
PBX DiD I 

UNE Dedicated N x 
T ra as port 

L’NE Dedicated 

Transport DS-3 I 
UNE PLATFORM 

UNE Platform (i e.. 
loop * port + transport x 

INTERCOXSECTIOK - 
Interoonnection 
Trunks x x 

I PSP 
I .. 1 

PROJECTS 
Projects I X I X 

Consensus on disaggregation is defined by the above matrix. 

IN’I’ERCONNECFION TRUNKS will be inchided in measures: 2,7,8,  I I, 12, 15, 14, 19,20,21,23, 25 ,27 ,3  1. 
32,33,34. 

PNP is considered a facilities based service group type. PNP will be a level of disaggregation for the foilowing 
measures: 2.4.9, IO, IS, 16, 19,ZO. 71.23. 

PROJECTS are defined as foilows: 
PB: POTS greater than 20 lines. for Specials greater than 6 lines. and UNE Loops greater than 20 loops. 
GTE: Res and Bus POTS greater than 20 lines. PRX. ISDN and CentraNet greater than 6 lines. UNE Lmps 
greater thar, 6 loops. 

Results for projects are being considered as a separate level of disaggregation for measurements 2.7, 
and 8. For all other measures which have an SGT as a levef of disaggregation, project resuhs are included as part of 
the associated SGT. , 

1. 
The current proposal being considered is the following: 

ILECs to study like sized projects, up to 50 lines, for CLECOLEC to determine if meaningful 
comparisons can be made. If this study shows that a meaningful comparison can be made, mults for 
these types of projects will be repone; for both ILECs and CtECs. and incentives applied is 
appropriate. fLECs have agreed to report this study, and study results are expected in April, lPyY 
If study results shbw that a meaningful comparison cannot be made, then the options are: 2. 

Report data, but no incentives apply. 
Repott no data on projects. 
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AUDITING 

Thete are some issues regarding the initial audit and certification process, the annual 
compteftmsive audits asrd mini-audits which \vi11 be addressed in the January, 1999 filing, 



REViEW PROCEDURES 

As eyxrrrrics 1s acquire4 under rhts Partial Setdeincw Agreement \\ith the ncn pert'onncrncr: 
ntrisurmit'nis and uniieri> inp business processes. the Parties expect to Iem s\ hich 
rtieasurr'ments 521 Fonh in Section if ma) not hale been properly defined or arc: more or less 
useful t h  others. The Parties also expect titat espericurcr u i l l  &o\\ whether nest mcasurc.mms 
arc ncxded OF tkhethcr ccnatn existins ntrasuwntrnts are not needed or require modification. 
.-4ccodingl\, tfit. Parties age2  to reconvene in Febnaq. 3000 to revisu thc effecti\cness of nnJ 
modifications to the perfomnarace measurements approved by the Commission in this proceeding. 
In the event the Parties cannot agree on any addition. deletion or modification. they will jointly 
submit such dispute for resolution by the CPUC. 
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TERM t DE IFISITlQS 
\utom;uic Location hfmnatran (ALII  The feature of E9 1 t that displays at the Pubirc S a b j  

Anzwring, Puinr (PSAP) the street &&ess of tire calting 
t&phone number. This feature rapires B data storage and 
retrieval system for translating telephone wrnkrs to the 
associated address. ALI may include Emergency Sen ice 
Number (ESN), streff ~ddrcss, room or floor, and names of 
the enforcement. fire and rnedxal agencies with jurisdictional 
responsibility for the addrcu. Tfrc Management System 
(E91 I )  database is used to update the Automatic E91 1 

cannot reach their final datinations. Depending on the 
condition and the pnn of the network affected. the nebrork 
may makc submuen! anttmpts to complete the call or the 
call ma! be cornptctel) blocked, lf the call is compfetclj 
blocked. rhe callin will  have IO re-initiate the call 

and switches, in telephone nttworh. Code openings allow 
for flew groups of telephone numbers (usually in blocks of 
l0,oO) to be made available for assignment to an ILEC's or 
CLEC's customers. and for calls to those numkrs to be 

(CCSS7) information between telecommunications nodes and 
nctwolricb en an wt-of-band basis. Information exchanged 
providcs h r  caI1 &-up su\d supports services and features 

1 such as CLASS and datebase query and response. 
I Trunk groups between tandem and end office switches that Common Transport 

arc shared by more than one carrier, 0 t h  including the 
traffic of both the ILEC and several CLECs. 
The time in tk order process when the service has been 
provisioned and service. 

Comptrtin 

Completion Notice 1 A notice the iL&C provides to the CLEC to inform the CLEC 
1 &at the requested service order activity is complete. 
I Orders that have a due date negotiated between the ILEC. the Coordinated Customer Conversion 
CLEC. and the customer so that work activities can be 
performd on a coordinated basis under the direction of the 
receiving carrier. 
A specific due date requested by the customer which is either 
shorter or longer than the standard interval or the interval 
offered by the ILEC. 
A report that the carrier providing the underlying service 
opens when notified that B customer has a problem with their 
service. Once resolved, the disposition of the trouble is 
changed to closed. 

Customer Requested Due Date 

Customer Trouble Reports 
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1 dtrtrtiy connected and aflered. 
I Nurrcr: the ltEC SCR& to the CLEC to mi& the CLEC that 

L__ 

F m  order Confirmation fFOCi 
tc has received the CLECb service order. created a service \ 

and assigned it a due dote 
wed to drsuik whether a LSR electtorsically IS 



pwide access to end fiwn M interexchange carrier (IEC) for 
inter LATA u a f f ~  'This amngemmt can be Sinal2 Bill. 
where one LEC bith IC IEC on behalf of both LECs and 
remits 1pl3)mmc to the other LEC or Multiple Bill. where each 

ved and redefined in 
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Recurring Charge 

Rejecr 

Repeat Report 

Senrice G m p  Type 

Service Order 

Service Order Type 

Service Request 

Standard Interval 

19, muble repon that IS apencd for a customer's existing or i n3: not be practical 

IK\\ utniice'for il trouble identified between the time of the 
ien ice order creatmn to the time of order completion. 
Rovislining troubles that are iasJociatcd wth  a CtECs 
cujtomcrs include rroubks that occur end m reported during 
Be CoJlverJiOn of an I U C  customer to a CLEC. 
PIM-ardCrinp infomation drat is availabk to a CLEC that is 
catc30rized according to standards issurd by OBF. the FCC 

A mr charged for a product or m i c e  that is assessed each 
W d  OF Ik cwc 
wcit3~ne billing period. 
A stanis that can occur to a CLEC submit!ed Iwal service 
r q v e u  {LSR) when it does not meet cenam criteria. There 
UE nro ~ p r r  of rejects., syntax, which occur if required 
tie@ are not included in the LSR:, and content, which occur 
ifinsalid data is  provtded in a fictd. A rejected service 
q u e s t  must be corrected and resubmitted before 

rapest. 
R J ~  designation used to identify the major types of 
pro%isioning activities associated with a service request 
Yl~e msaction sent from the GLEC to the ILEC to order 
SM ices or to request 5 change($) be made to existing 
smicn. 
fht inrerval that the fLEC quotes to its customers with 
respect to how long it will take to provision a service request. 
mew intervals are mndardited by specific service type and 
type of service modification requested ILECs publish these 
m & d  intervals in documents used by their own service 
rcprmntatives 8s well as ordering instructions provided to 
CtECs. PSITS services do not have standard intervals;, 
dicir installation intervals are based on force available and 
u-orkioad. They may change as frequently as twice a day. 

TO 



DEF1NETION OF TERMS 

f 3mong Central Of !k  switches. 
I The time interval from the receipt. b? the ILEC. of a trouble Tune to Rcswre 

I 1 report on a customer'r sen ice to the tinie xntcc  is  fully I 1 restored to the cu.tomer 
i A type of coordiwttd customer canvetston, which kvulves To I& Caikd Cut 

I 1 activities OR a customer trouble repon. 
I Data generated in netirork nodes to identif) s o  itched call 

I &a on B detailed or summarized basis. U&e data 1% used to I create customer invoices for the calls. 
L 1 
j t'sagr Recards 1 The inclividurl cail records created in a switch 10 report the I 



I I center for CLEC activiw) I 





MlSSEI) APPOiNTMEMT CODES - PACiFfC BELL 
MAC - COMPANY REASONS 

COWIPAfik’ WORK LOAD 

CL71 I Installation-Force %.odd Imbalance 
C L 2  b‘eiither Conditions 
Cf,?3 
CL74 Emergency Conditions, Earthquakes, Floods 
CL7S 
CL79 

Sanctioned Work Stoppage Against Pacific Bell 

I 800 Service Center Work Load Imbalance 
Missed Appointment Window - Senate Bill 101 (Work 
Load) 

EQUIPMENT SUPPLY 

[ CE8I 1 Lack of Normally Ordered Facility Equipment or I 
Supplies 

CE82 I Lack of Specially Ordered Facility Equipment or 
I Supplies 
I Other Facility Equipment Problems CE83 
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I Customer Called Comomr before Tech. Arrived 
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I E Installation Problem € 63 13 
f l  21 i twfnterial Incorrect, I-atc. or Defective 

---I -1_1_ I-. 

1 UTC - Eauiomcnt f'roblems E,----- 33 

c 1 

I_ 

9; 4; [ Customer - hht Ready 
94 44 1 Customer - No iG Response 
96 46 1 Completed I___ Not Reported 
97 47 I Control Canmv Not Read?? 

.--.---.- 



I 
I.? I ISTER-ESCHASCE 

PAClFIC BELL 
CAC'SE CODES 

I___.- -- 
CAME CLEAR 
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